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EXE
AUT

Minister of Human
Settlements

The report provides Parliament and the public
with the commitments that the Community
Scheme Ombud Service (CS0S) will be imple-
menting during the 2023/24 Medium Term
Expenditure Framework (MTEF) period, and to
account in broad terms for how allocated
resources will be used in fulfilling the statu-
tory functions of the Entity, towards achiev-
ing its mandate.
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HORITY

STATEMENT

M.T Kubayi, MP

The human settlements trajectory proposes that, “by
2050, visible results from effectively coordinated
spatial planning systems shall have transformed
human settlements in South Africa into equitable and
efficient spaces, with citizens living in close proximity
to work with access to social facilities and necessary
infrastructure”. To this end, the CSOS is an important
regulatory body in the Human settlement’s family of
entities. At the core of the strategic intent of the Entity
is to ensure that we strive to meet our Constitutional
mandate - which is to ensure human dignity, the
achievement of equality, and the advancement of
human rights and freedom.

The need for CSOS to be more visible and play a more
active role in educating consumers and raising
awareness about its existence is a critical priority.
Thus, the CS0S will continue to develop, identify, and
publicise education and information programmes for
owners, occupiers, scheme executives, body
corporates and other persons who have rights and
obligations in community schemes. The CSOS will also
build meaningful relations with other entities within the
Department of Human Settlements to ensure
inter-agency dependencies are explored and leveraged.
All these actions will render the sector more inclusive
and is important in preventing unnecessary disputes
that arise as a result of misunderstandings and a lack
of information.



In the 2021/22 financial year, the Entity initiated adata | have full confidence that the Board, the Executive and
cleansing exercise that is assisting with mitigating  all staff members as CSOS will fully implement this
some of the challenges of allocating levy paymentsand ~ Annual Performance Plan for the 2023/24 financial
the registration of unregistered schemes. CSOS willalso ~ year, as the fourth year of the Revised 2020-2025
continue with the implementation of the Community  Strategic Plan.

Scheme Registration Strategy, as well as the Revenue

Management Strategy to achieve the levy collection

targets by ensuring that levies are collected from all

community schemes as per the CS0S Act.

The Entity continued offering dispute resolutions M.T Kubayi, MP

services at the regional offices as prescribed by Section ~ Minister of Human Settlement
39 of the Community Schemes Ombud Service Act, No.

09 of 2011. Through its dispute resolution service and

the promotion of good governance, CS0S will maintain

stability and harmonious relations between the parties

within community schemes. We will in the 2023/24

financial year enhance of transparency and

accountability on the dispute resolution process.

More importantly, | welcome the fact that the
perfarmance of the entity has improved to above 80%
being recorded in the 2022/23 financial year, and |
expect that with the new board at the helm the entity
will further improve its performance in the upcoming
MTEF period 2023 /24 to 2024/25.
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AUTHORITY
STATEMENT

Ms. Phindile Mthethwa

Chairperson of the Board:
Community Schemes Ombud Service

In my capacity as Chairperson of the Board of
the Community Schemes Ombud Service
(CS0S), it gives me great pleasure to present
the Entity’s Annual Performance Plan for
2023/24 to our Executive Authority. This is
the second Annual Performance Plan by the
new Board which was appointed in January
2022.

In fulfilling our role to guide and steer the Entity
towards meeting its strategic objectives, the Board
has overseen and monitored the implementation of
the approved 2020-2025 Strategic Plan by manage-
ment. Elements of the 2020-2025 Strategic Plan were
reviewed and adjustments were made during the
Covid pandemic. We have retained the strong
elements from the previous lessons learnt and have
realistic expectations of what will come out of the
changes that were made.

This Annual Performance Plan for the 2023-24 finan-
cial year contributes to the broader MTSF objectives,
indicators and targets that are aimed at ensuring
that the spatial justice, socio-economic transforma-
tion, and the creation of liveable neighbourhoods are
realised through the various human settlements
housing programmes by the end of the current MTSF
period in 2024. Thus far, during the three years of the
MTSF, the Board was able to address the matters
relating to the filling of the two key Executive
positions, acquisition of a Business Automation
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Solution, profiling of the Entity and its programmes,
relocation to suitable premises, and adoption of a new
organizational structure.

Furthermore, our performance as an institution has
improved from 80% of the perfermance targets being
met in 2020/21 financial year to a higher percentage of
above 80% being recorded in the 2021/22 financial year
and the 2022/23 financial year. Apart from the
accelerated performance to above 80% the Entity also
achieved an unqualified audit opinion with some
material findings.

The CSOS Board will endeavour to discharge its
responsibilities to the best of its ability throughout its
term, despite the challenges being experienced. We
remain cognizant of the economic impact of the
COVID-19 pandemic, and the substantial contraction of
real Gross Domestic Product (GDP) in our country.
Millions of South Africans have lost their jobs, several
businesses have closed down, and others are
struggling. In this context, the Community Schemes
Ombud Service (CS0S) will continue to plan realistically
and further embed the character of CS0S as an efficient
and effective Ombud and Regulator of community
schemes in the country.

In addition to overseeing the implementation of the
CS0S mandate and strategic outcomes the Board will
continue to steer the Entity to contribute meaningfully
to the 2019-2024 MTSF targets of the Department of
Human Settlements in the areas of:

- regulating community schemes in South Africa;



- provision of an effective dispute resolution mecha-
nism, thus affirming the rights and obligations of
owners and residents of community schemes in a
manner that enhances their enjoyment in these
types of human settlements;

- provision of effective, quality training, advocacy,
and outreach programmes to Adjudicators and
Conciliators, as well as other stakeholders, with
interest in community schemes;

- ensuring compliance within community schemes by
providing governance oversight to the schemes;

- improving neighbourly relations amongst residents
of community schemes, whilst sustaining the
improvement of the property markets of the area;
and

- maintaining best corporate governance, financial
management and legal processes within CS0S and
ensuring that the Entity is effective and sustaina
-ble.

We have indeed come a long way towards dealing with
the challenges that have inhibited our performance in
the past. We have introduced new and innovative
approaches and workable strategies to tackle these
challenges in the new financial year. We have already
seen great progress towards the processing of these
issues.

Together with my fellow Board members and senior
Executives, we intend to drive the achievement of our
mandated outcomes, to make a meaningful
contribution to the MTSF targets and the NDP 2030
goals in respect of delivering an improvement in the
quality of the living conditions of communities.

It is the Board's strategic intent to ensure that the
CSOS contributes meaningfully to the achievement of
the 2030 human settlements vision, through the
enhancement of vibrant community schemes as an
alternative tenure option for most citizens in the
country. We fully endorse this Annual Performance Plan
for 2023/24 and fully commit to a continuous
monitoring of the last two years on the MTSF as regards
the work and focus of the Community Schemes Ombud
Services.

Ms. Phindile Mthethwa
Chairperson of the Board:
Community Schemes Ombud Service
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Chief Ombud

| am pleased to present our 2023-2024
APP, for the fourth year of the Medium-Term
Strategic Framework (MTSF) period 2019-
2024. This plan continues to demonstrate
our commitment to tackle the challenges as
espoused in the National Development Plan,
to further the implementation of the CS0S
mandate and also our commitment to the
improvement of service delivery. In addition,
it lays out our deliberate effort to make con-
tinuous organisational improvement towards
becoming a sustainable high-performance
organisation and to continue to ensure that
we have the enabling factors in place to
deliver adequately on our mandate.

We have undertaken a robust and rigorous process of
reviewing and defining our outputs, which are aligned
to the outcomes as reflected in our five-year
2020/21- 2024/25 Strategic Plan. Changes were
made to the vision, mission, values, and outcomes of
the Strategic Plan. These changes were influenced
by a robust situational analysis and extensive
engagements with key stakeholders, including
lessons learnt from the COVID-19 pandemic, which
has brought about different approaches to our
business and operating models. As management,we
are of the view that the refinements provided us with
better strategic focus anddirection to enable the
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- OMBUD

STATEMENT

Adv. Boyce Mkhize

CSOS to make a significant contribution to the priori-
ties of the NDP, Vision 2030, through the implementa-
tion of our legislative and policy mandates. Our overall
performance has improved to an encouraging 82% for
the 2021/22 financial year. This is mainly due to
oversight, close monitoring of monthly performance
and instituting corrective measures with the Execu-
tives of individual Units. Compliance has also improved
in several areas and this has been validated by our audit
finding from “adverse” to an unqualified outcome with
material findings.

The following are some of the deliverables that have
been implemented so far in steering the organisation
on a deliberate path to being a sustainable high
-performing institution:

- Effective regulatory framework;

Effective enforcement is vital to the successful
implementation of social legislation, and legislation
that is not enforced rarely fulfils its social
objectives. The complex environment that CS0S
operates in, requires high compliance to legal
processes and procedures. The CSOS Act empowers
the organisation to help create and facilitate
orderly and well-managed community schemes. This
is carried out by resolving disputes amongst the
parties, administration of schemes governance
documentation and providing regular training
and education to all stakeholders. The process to
draft new regulations and amendment to the
relevant legislation commenced and will continue
during the remainder of the MTSF period.



- Organisational re-alignment;

In order to enhance transformation and provide for
adequate capacity to deliver services, the CS0S
coordinated an organizational re-alignment culmi-
nating in a new organizational structure. This
process is meant to ensure that CSOS is fit for
purpose and is transformed to adequately meet the
demands of being responsive. We are also focus-
sing on re-energising our organisational culture by
encouraging behavioural changes coupled by inno-
vative and creative ways of delivery by all staff
members.

- Scheme governance;

CS0S completed the process of accounting for the
universe of schemes and will be following up -on
schemes that are not registered. This process also
requires CSOS to move to the extent of reviewing
the reasonableness of the schemes rules for sound-
ness to ensure that the rules are complying with the
Constitution as there was an emerging behaviour of
certain schemes that was not in the consumer

concern, we haveinvested in a customer relation-
ship management (CRM) technology which will
provide real-time updates on our clients’ matters
lodged with the CSOS.

Driving transformation of the industry is critical:

The implementation of targeted procurement from

youth, women and persons living with disabilities

and a monumental task of changing the complexion
of the population of managing agents which is

gaining significant momentum and will begin

yielding positive outcomes during the remainder of
the MTSF period.

Good governance;

Risk management implementation and staying true
to the frameworks, being auditable and accounta-
ble remains anather focus. CSOS will continue to
work with community schemes, where appropriate,
in order to get them back on track to being
compliant.

In conclusion, | wish to convey our thanks to the
Board, all the executives and employees of the CS0S
for their amazing fortitude, sacrifice, and contribu-
tion. Furthermore, our past successes and hopes for
future success remain underpinned by the unfailing
and excellent support we also received from the
Honourable Minister, Ms MT Kubayi and Deputy Minis-
ter: Ms P Tshwete, facilitated through the conduit of
the Department of Human Settlement. To this leader-
ship and support, we are eternally grateful.

interest.

- Dispute resolution;
The historical dispute backlog was cleared, and
Regions are ensuring that there are tight controls
on turnaround times for current disputes in order to
avert a relapse into the backlog once again. The
CS0S will also now focus on removing burdensome
administrative practices.

+ IT systems environment;
Significant work has commenced to move the CS0S
into a fully automated environment. A Business
Automation System (BAS) Project to be supported
by a well-designed ERP system was therefore inau-
gurated during the 2021/22 financial year to be
finalised and go-live in the 2022/23 financial year.
While the area of complaints by customers is a

Thank you.

Adv. Boyce Mkhize
Chief Ombud

ANNUAL PREFORMAMCE PLAN m



SIGN-OFF

It is hereby certified that this 2023 /24 Annual Performance Plan:

- Was developed by the management of the Community Schemes Ombud Service, under
the guidance of the Board and the Minister of Human Settlements.

- Takes into account all the relevant policies, legislation and other mandates for which the
Community Schemes Ombud Service is responsible.

« Accurately reflects the outcomes and outputs which the Community Schemes Ombud
Service will endeavor to achieve over the period 2023/24.

:\'
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Mr. L. Seshoka
Executive: Corporate Affairs
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Mr. M Jadezweni
Acting Chief Information Officer

1LY 2

Ms. K. Miotha
Adjudicator General
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Ms. T. Mbatha
Chief Financial Officer

’Gl'g% 2

Ms. K. Phetla

Senior Manager: Strategic Planning,

Monitoring & Evaluation
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Adv. B. Mkhize
Chief Ombud
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MT Kubayi, MP
Minister of Human Settlements
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ACRONYMS

AGSA
ALDP

APP
ARC
ARCO
BAS
B-BBEE

CCMA

CFO
cio
cipc

CONADS
CONARBS
coviD-19
CPDP

CRM
CSADR

csh
£s0s
DHS
DPME

EAAB
ECDMS

EE
EMA
ERP
EXCO

GCIS

GDP
GP
HDA
HOA
HR
HRP
IcT

IMF
IT
KZN

Auditor-General of South Africa
Accelerated Leadership
Development Programme

Annual Performance Plan
Association of Rental Communities
Audit and Risk Committee
Business Automation Solution
Broad-Based Black Economic
Empowerment

Commission for Conciliation,
Mediation and Arbitration

Chief Financial Gfficer

Chief Information Officer
Companies and Intellectual
Property Commission

Conciliation Adjudication
Conciliation Arbitration

Corona Virus Disease 2019
Continuous Professional
Development Programme
Customer Relationship Management
Community Schemes Alternative
Dispute Resolution

Central Supplier Database
Community Schemes Ombud Service
Department of Human Sett/ements
Department of Planning, Monitoring
and Evaluation

Estate Agency Affairs Board
Electronic Content and Document
Management System

Employment Equity

Executive Managing Agent
Enterprise Resource Planning
Executive Committee /

Executive Council

Government Communications

and Information System

Gross Domestic Product

Gauteng Province

Housing Development Agency
Home Dwners Association

Human Resources

Human Resource Plan

Information, Communications

and Technology

International Monetary Fund
Information Technology
KwaZulu-Natal

LATCOM

MANCO
MOA/U

MTEF
MTSF
N/A
NAMA

NDP
NHBRC

NPA
NT

oD
OHS
PDA
PDI
PESTLE

PFMA
POPI

PPPS
PPRA

RFQ
RSA
SABC

SAPS
SARB
SARS
SCM
SETA
SHRA
SLA
SOE’s
SSA
STSM
STSMA

SwWort

TOR
v
WwC
WEO

AND

Legislation, Adjudicators and Transformation
Committee

Management Committee

Memorandum of Agreement/
Understanding

Medium Term Expenditure Framework
Medium Term Strategic Framework
Not Applicable

National Association of Managing
Agents

National Development Plan

National Home Builders Registration
Council

National Prosecuting Autharity
National Treasury

Organisational Development
Occupational Health and Safety
Priority Development Area

Previously Disadvantaged Individual
Political, Economic, Sacial, Technological,
Environmet and Legal

Public Finance Management Act
Protection of Personal Information
Public-Private Partnerships

Property Practitioners Regulatory
Authority

Request for Quotation

Republic of South Africa

South African Broadcasting
Corporation

South African Police Service

South African Reserve Bank

South African Revenue Services
Supply Chain Management

Sector Education and Training Autherity
Social Housing Regulatory Authority
Service Level Agreement

State Owned Enterprise

Sub Saharan Africa

Sectional Titles Schemes Management
Sectional Titles Schemes Management
Act

Strengths, Weaknesses, Opportunities,
Threats

Terms of Reference

Television

Western Cape

World Economic Dutlook
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1. UPDATES TO THE
RELEVANT LEGISLATIVE
AND POLICY MANDATES

= — === —

There are no changes to the following legislative
mandates from which the Community Schemes Ombud
Service (CS0S) draws its mandate.

1.1. Constitutional mandate

The Constitution of the Republic of South Africa (Act
108 of 1996), as the supreme law of the Republic, along
with the Bill of Rights, forms the legal foundation of a
democratic South Africa, sets out the rights and duties
of its citizens and defines the structure of govern-
ment. The Constitution applies to the CSO0S with
specific reference to the following sections:

1) Chapter 2: Bill of Rights: Human dignity, the
achievement of equality and the advancement of
human rights and freedom.

2) Section 21: Freedom of mavement and residence:
“Every citizen has the right to enter, to remain in
and to reside anywhere in the Republic”.

3) Section 24: Environment: “Everyone has the right to
an environment that is not harmful to health or
well-being”; “and to have the environment
protected, for the benefit of present and future
generations, through reasonable legislative and
other measures that prevent pollution and
ecological degradation; promote conservation;
and secure ecologically sustainable development
and use of natural resources while promoting
justifiable economic and social development”; and

4) Section 25: Property: The State must take
reasonable legislative and other measures, within
its available resources, to foster conditions which
enable citizens to gain access to land on an
equitable basis

1.2. Legislative and policy mandate

A legislative framework, including the legislation set
out below governs the work of the CSOS.

The CSOS derives its mandate from the Community
Schemes Ombud Service Act, 2011 (No. 9 of 2011) -
"CS0S Act”. The purpose of the CSOS Act is to provide
for -

a) the establishment of the CS0S.

b) the functions, operations, and governance of the
CS0s.

c) adispute resolution mechanism in community
schemes.

The functions of the CS0S are provided in Section 4 of
the CSOS Act. Section 4 (1) provides that the CS0S
must:

a) Develop and provide a dispute resolution service in
terms of the CSOS Act.

b) Provide training for conciliators, adjudicators, and
other employees of the CSOS.

c) Regulate, monitor, and control quality of schemes
governance documentation.

d) Take custody of, preserve, and provide public
access electronically or by other means to schemes
governance documentation.

Section 4 (2) provides that in performing its functions
the CS0S:

a) Must promote good governance of community
schemes.

b} Must provide education, information,
documentation, and such services as may be
- required to raise awareness to owners, occupiers,
executive committees and other persons or
entities who have rights and obligations in
community schemes, as regards to those rights
and obligations.

c) Must monitor community schemes governance.

d) May generally, deal with any such matters as may
be necessary to give effect to the objectives of
this Act..

The CSOS is listed as a Schedule 3A National Public
Entity in terms of the Public Finance Management Act
{Act No. 1 of 1999, as amended) (PFMA), accountable to
the Minister of Human Settlements. As such, all
prescripts and regulations arising from the PFMA are
applicable to its governance and operations.
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There are no further specific updates to the legislative and policy mandates reflected in the approved
2020-2025 Strategic Plan, which reflects broadly as follows:

- Sectional Titles Schemes Management Act (No. 8 of 2011}

- Common Law Co-Ownership

- Sectional Titles Act {No. 85 of 1386)

« Share Blocks Schemes Share Blocks Control Act [No. 53
of 1980)

- Housing Development Schemes for Retired Pensions Act
(No.65 of 1988)

- Homeowners Associations Companies Act {No. 71 of 2008)

LEGISLATIVE - Co-operatives Act (No. 14 of 2005)

- The Housing Act (No. 107 of 1997)
MANDATES - Protection of Personal Information Act {(No. 4 of 2013)

- Property of Practitioners Act (No. 22 of 2019)

- Property Sector Charter and the Property Sector
Transformation Code

- Various legislation pertaining to the mandate, governance
environment and institutional arrangements

Longer-Range {Developmental) Priorities;

- UN Sustainable Development Goals (SDGs)
« African Union Agenda 2063
- National Development Plan, Vision 2030

National Priorities for the 2019-2024 Planning Period:
- Medium-Term Strategic Framework 2019-2024 (MTSF)

POLICY
MANDATES
Other Policy Considerations:
- Comprehensive Plan for the Creation of Sustainable Human
Settlements (2004)
« New Urban Agenda (2016)
- National Youth Policy 2015-2020 (2020-2030 under
development)
- White paper on the Rights of persons with disabilities (2016}

Figure 1Legislative and policy mandates
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2. UPDATES TO

INSTITUTIONAL POLICIES

AND STRATEGIES

e =

Itis CSOS’ strategic intent to meaningfully contribute to
the achievement of the 2030 Human Settlements vision
through the enhancement of vibrant community
schemes as an alternative tenure option for most
citizens in the country.

Although a sustainable social sector impacts on many
chapters of the National Development Plan (NDP), the
CS0S’s primary alignment to the NDP is through Chapter
8 - Transforming Human Settlement and the National
Space Economy. The key alignment considerations of
Chapter 8 of the NDP are as follows:

1) Respond systematically, to entrenched spatial
patterns across all geographic scales that
exacerbate social inequality and economic
inefficiency.

2) In addressing these patterns, we must take account
of the unique needs and potentials of different rural
and urban areas in the context of emerging
development corridors in the Southern African
sub-region;

3

—_—

The State will review its housing policies to better
realise constitutional housing rights, ensure that
the delivery of housing is to be used to restructure
towns and cities, and strengthen the livelihood
prospects of households.

4

—

Active citizenship in the field of spatial
development will be supported and incentivised
through a range of interventions, including

Table1 CSOS contribution in alignment to the MTSF

Number of persons in the

target market exposed to

education programmes on
various aspects of owning
and renting a home

+ Implement a borrower,

programme.

- Monitor and repart on the number of
persons exposed to education
programmes on owning and renting a

home

homeownership (Zenzeleni, help me
buy a home) and tenant education

properly funded, citizen-led neighbourhood vision
and planning processes, and the introduction of
social compacts from neighbourhood to city level;

5] Planning in South Africa will be guided by a set of
normative principles to create spaces that are
liveable, equitable, sustainable, resilient, efficient,
support economic opportunities and  social
cohesion; and

B6) South Africa will develop a National Spatial
Framework and resolve the current deficiencies
with the local system of integrated development
planning, and pragressively develop the governance
and administrative capability to undertake planning
at all scales .

The achievement of the NDP goals demands a coopera-
tive relationship across national, provincial, and local
governments, and across the social partners, including
the private sector, labour, and civil society. The three
spheres of government need to work collaboratively to
ensure alignment between their powers and functions,
the planning processes, budget allocation processes
and coordinated implementation. Priorities must be
clearly articulated in the short and medium-term plans
across the spheres of government. The overriding
principle is that the whole of government should take
collective ownership of the priorities and responsibility
for achieving these within the contexts of their respec-
tive mandates. More specifically, in terms of the
Medium-Term Strategic Framework (MTSF) 2019-2024,
the CSOS takes its guidance from the National Depart-
ment of Human Settlements in terms of Priority 5:
Spatial Integration, Human Settlements and Local
Government. The 2024 impact is to achieve spatial
transformation through improved integrated settle-
ment development and linking job opportunities and
housing opportunities. The CS0S contributes to the
outcome on Adequate Housing and Improved Quality
Living Environments, with delegated contributions and
planned performance as follows:

ndatad Planning Besnanea [B-vear Planning Tareats)
jated Planning Respanse [§-year Planning Targets

» CS0S will target the provision of training, education,
and information to community scheme stakeholders,
as follows:

- Number of training and education‘sessions conducted

for schemes executives and owners: 300

- Percentage of executive managing agents placed in
community schemes that are from the previously
disadvantaged groups: 20%

- Conduct stakeholder information sessions: 60

+ 100% implementation of Advocacy Plan annually.
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Table1 CSOS contribution in alignment to the MTSF

MTSE Indicator MTSF Contribution by Entity CS0S Updated Planning Response [5-year Planning Targets]

Transactional support - Establish a presence in transactional - Regional offices will be established based on the results
programme implemented support sites. of feasibility studies that was conducted.
Establishment will also be informed by the identified
« Monitor and report on transactional Transactional support sites by the Department of Human

support programmes.

Consumer protection - Report the total number of

programmes implemented community schemes registered
and number of schemes paying
levies as per legislation.

- Number of consumer disputes
submitted to CSOS and resolved
within 90 days.

Chapter 2, Section 4(2)(b} of the CSOS Act requires the
provision of education, information, documentation,
and such services as may be required to raise aware-
ness to owners, occupiers, executive committees and
other persons or entities who have rights and obliga-
tions in community schemes, as regards those rights
and obligations.

*Refer to Annexure E for the location in the various
CS0S Corporate Plans of the MTSF-aligned contributing
targets. Progress will be monitored and reported on
quarterly, annually or on a mid-term basis as may be
required by the type of indicator.

At an institutional level, the CSOS also contributes to
the following MTSF 2013-2024 priorities:

1) Priority 1: A Capable, Ethical and Developmental
State: The CSOS in its operations is always seeking
to implements a range of financial and regulatory
imprevement measures to progress towards the
achievement of a clean audit outcome with no
other findings. In line with King VI, it has also a
dopted the principles to instil a culture of ethical
leadership at all levels of the organisation.

2) Priority 2: Economic Transformation and Job
Creation CSOS will work towards enhancing
transformation of the community schemes sector,
through providing enabling environment for the
Executive Managing Agents (EMA) from Previously
Disadvantaged Individual and , as well as targeted
procurement by implementing the preferential
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Settlements.

» A total of the 6 satellite offices will be established during

the MTSF.

- Number of schemes registered by CS0S:

- Percentage of registered schemes paying levies: 75%.

- Rand value of levies collected:

- Percentage of disputes resolved within 90 days: 85%

procurement regulations in support of the MTSF
targets for designated groups, namely, 40%
procurement spend to women, 20% for youth, 5%
for persons with disabilities and 5% for military
veterans.

3

—

Priority 62 Social Cohesion and Safe Communities -
CSO0S will contribute towards social cohesion and
safer Communities through the regulation of the
conduct of community schemes and the provision
of timeous dispute resolution services to ensure
governed and harmonious living within these
community schemes.

Amendment of the CS0S Act and the STSM Act

The CSOS established a Task Team to further identify
provisions of its legislation, namely the CSOS Act,
STSM Act and Regulations thereto which require
amendments for purposes of enhancing the CS0S
mandate, regulatory powers, and operational efficien-
cies. Following stakeholder engagements with the
Department of Human Settlements the Department
delegated the CSOS to commence with and continue
with the actual amendment of the two pieces of
legislation and their Regulations. The review has
advanced and engagements are underway with the
Department and, the amendments will undergo an
Impact Assessment by the Department of Planning,
Monitoring and Evaluation {DPME).



3. UPDATES TO
RELEVANT COURT
RULINGS

In Stenersen and Tulleken Administration CC v
Linton Park Body Corporate and Another 2020 (1) SA
651 (GJ), the full bench set out the procedure for S57
appeals. The following procedure is prescribed for all
appeals on the question of law contemplated in S57 of
CSDS Act:

a) The appeal should be brought by way of notice of
appeal where the grounds of appeal are set out
succinctly.

b} The notice should be served on the respondent
parties by the Sheriff.

c) Both the adjudicator and CSOS should be cited as
respondents.

While the adjudicator or CS0S may elect to abide by
the judgment of the court instead of opposing the
application, nothing precludes it from filing a report in
court addressing any aspect of the law which they
might consider to be helpful to the court.

During the 2021/22 financial year civil action relating
to four (4) matters dealing with the CSOS mandate,
jurisdiction, powers and operations was instituted in
various High Courts across the country. Two matters
namely Community Schemes Ombud Service v Stone-
hurst Mountain Estate Homeowners Association, and
Raschid Mohamed Azad & Another v CSOS, Lenasia
Tamil Association Body Corporate & Another listed
below were heard in court in May and August 2022
respectively. Two of the matters have been finalised
and the CSOS is awaiting the outcome of two (2)
matters as indicated below. The matters have the
potential of ending up in the Constitutional Court as
the applicants are challenging the constitutionality of
certain provisions and powers afforded to the CSOS by
its enabling legislation.

Due to an increasing number of disputes relating to
building penalties charged by community schemes on
homeowners and the reasonableness of the amounts,
in July 2022 the CSOS took a decision, in the matter
between Sandown Property Association v CS0S & 2
Others, to oppose an application to review and set
aside its decision where it found that the building
penalty charged by the community scheme was exces-
sive and could not be justified. Whilst the CSOS agrees
with the levying of building penalties, however such
penalties must be fair and reasonable and imposed

The crux of the matters is briefly summarised as
follows:

Cliffe dale Villas Body Corporate v CS0S, Minister of
Human Settlements and Dthers 50862 /21 (Gauteng
Division, Pretoria), the body corporate is challenging
the constitutionality of section 39(4) (e) of the CS0S
Act and is seeking an order declaring the said
section to be constitutionally invalid. Section 38(4) (e)
empowers the adjudicator to declare “that a particular
resolution passed at a meeting is void on the ground
that it unreasonably interferes with the rights of an
individual owner ar occupier or the rights of a group of
owners or accupiers” which is a necessary and reason-
able power in the resolution of disputes.

Waterford Estates Homeowners Association NPC v
Riverside Lodge Body Corporate, CSOS, Minister of
Human Settlements & Others 24576/21 (Gauteng
Local Division, Johannesburg), the Waterford
Estates Homeowners Association seeks an order
declaring that section 39(1)(c), read with section
39(1)(e), of the Community Schemes Ombud Service
Act 9 of 2011 (“the CSOS Act”] is unconstitutional. The
section affords an adjudicator the power to:

1. declare that a contribution levied by a scheme is
“unreasonable”.

2. grant an order for the adjustment of a contribution
to areasonable amount; and

3. grant an order for the payment or re-payment of a
contribution pursuant to a declaration that a contri
bution levied is unreasanable.

Community Schemes Ombud Service v Stonehurst
Mountain Estate Homeowners Association 12399
/21 {Western Cape Division, High Court), the CS0S
launched an application challenging the validity of a
cost order issued against it in a section 57 appeal
application lodged by Stonehurst Mountain Estate HoA
to have its adjudication order set aside. The CSOS
argued that the presiding judge erred in granting a cost
order against the CSOS as section 37 of the CS0S Act
affords the CSOS “the same privileges and immunities
from liability as a judge of the High Court”. Therefore,
the CSOS sought an order varying the cost order.

In its judgment delivered on the 17th of June 2022, the
Western Cape High Court found in favour of the CS0S
and accordingly varied its initial court order granted in
favour of Stonehurst. The court upheld section 37 of
the CSOS Act and confirmed that in terms of s37(1) the
chief ombud, an ombud, a deputy ombud and an
adjudicator are all immune from cost orders whilst
performing their duties and functions. The court
further confirmed that the CSOS and any of its employ-
ges are only liable for loss or damage if they act unlaw
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fully, in a grossly negligent manner, or in bad faith as
established in section 33 of the Act.

Raschid Mohamed Azad & Another v CS0S, Lenasia
Tamil Association Body Corporate & Another A3048
/21 (Gauteng Local Division, Johannesburg), the
applicants sought to have the CS0S adjudication order
set aside challenging certain powers afforded to
adjudicators. Although the CSOS did not oppose the
application, it made submissions in accordance with
the decision in Stenersen, cited above, on the issue of
its jurisdiction and further requested the court to align
the Section 57 appeal’s pracess and ensure uniformity
with the approach followed by other local divisions
across the country. The divergent views are found in
the cases of Shmaryhu decided in the Western Cape
High Court, the Durdoc Center decided by the Durban
High Court and the Stenersen case decided in the
Gauteng Local Division. The different approaches
impact the CSOS’ ability to uniformly prescribe direc-
tives and procedures that find application across the
nation as some pravinces have procedural rules appli-
cable to them that others do not. Whilst the court
noted the challenges occasioned by the procedure
established in Stenersen it found that it could not
interfere with its prior decision due to the following
technicalities:

(1) the Stenersen judgment was delivered by a full
bench whereas the Raschid application was
allocated to 2 judges; and

(2) the applicants were only challenging the outcome
of the dispute and not the appeals process,
accordingly the CSOS was precluded from
challenging the process in the current application.

In the matters between Coral Island Body Corporate v
Hoge 2019 (5) SA 158 (WCC); Heathrow Property
Holdings NO 33 CC & Other v Manhattan Place Body
Corporate & Others (7235/2017) 2022 (1) SA 211 (WCC)
(1 JUNE 2021); Wingate Body Corporate v Pamba &
Another (33185/2021) [2022] ZAGPPHC 46; Prag N O v
the trustees for the time being of the Mitchell’s Plain
Industrial Enterprises Sectional Title Scheme Body
Corporate 2021 (5) SA 623 (WCC); and The Body Corpo-
rate of the Sorronto Sectional Title Scheme, Parow v
Leozette Koordom and Wilfred Booysen delivered on 26
May 2022, the Applicants had bypassed the CS0S and
instead opted to approach the High Court to have their
disputes pertaining to the administration of their
respective community schemes resolved. In caution-
ing against litigants approaching the courts first
instead of the primary adjudicative forum, being the
CS0S, the courts ruled that this conduct tends to
undermine the administrative and quasi-judicial
processes provided by the CSOS and results in
‘forum-shopping’ by better resourced litigants”.
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STRATEGIC
FOCUS




The Revised 2020 - 2025 Strategic Plan articulates the Community Schemes Gmbud Service's strategic focus - its
vision, mission, values, impact statement and outcomes as follows:

IMPACT STATEMENT VISION

Boverned, harmonious, A credibl;e, world class,

empowered and transformed OMBUD SERVICE for communi-

community schemes ty schemes in South Africa. F

contributing to spatial

justice, socio-economic
transformation and the
creation of liveable
neighbourhoods.

OUR
STRATEGIC
FOCUS

MISSION

To promote harmonious
community schemes by
providing regulation,
education and accessible | VALUES

dispute resolution services to Accountabilty, Service

all relevant stakeholders. Excellence, Independence
Integrity, People-centred

STRATEGIC OUTCOMES

Figure 2 CSOS STRATEGY OVERVIEW
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1. UPDATED
SITUATIONAL ANALYSIS

o e —— e

This section presents an update to the situational
analysis in both the external and internal environ-
ments and how they will affect the operations of the
CS0S. As an update to the detailed situational analysis
reflected in the Strategic Plan 2020/21 to 2024/25,
discussed below are the salient shifts in the environ-
ment that may influence the CSDS" 2023 /24 APP.

2. EXTERNAL
ENVIRONMENT
ANALYSIS

Global Trends

Just over two years after COVID-19 caused the deepest
global recession since World War Il, the world economy
is again in danger. This time it is facing high inflation
and slow growth at the same time. Even if a global
recession is averted, the pain of stagflation could
persist for several years unless major supply increases
are set in motion.

The Russian Federation’s invasion of Ukraine and its
global effects on commodity markets, supply chains,
inflation, and financial conditions have steepened the
slowdown in global growth. This is leading to soaring
prices and volatility in energy markets. The invasion of
Ukraine has also led to a significant increase in agricul-
tural commodity prices, which is exacerbating food
insecurity and extreme poverty in many emerging
markets and developing economies. Numerous risks
could further derail what is now a precarious recovery.
Among them is the passibility of stubbornly high global
inflation accompanied by tepid growth, reminiscent of
the stagflation of the 1970s. This could eventually
result in a sharp tightening of monetary policy in
advanced economies.to rein in inflation, lead to
surging borrowing costs, and possibly culminate in
financial stress.

Between 2021 and 2024, global growth is projected to
have slowed by 2.7 percentage points - more than
twice the deceleration between 1976 and 1979.
Subdued growth will likely persist throughout the
decade because of weak investment in most of the
world. With inflation now running at multidecade highs
in many countries and supply expected to grow slowly,
there is a risk that inflation will remain higher for longer
than currently anticipated.

Despite the negative shack to global activity in 2022,
there is essentially no rebound projected next year:
global growth is forecast to edge up only slightly to a
still-subdued 3 percent in 2023, as many headwinds - in
particular, high commodity prices and continued mone-
tary tightening - are expected to persist.Moreover, the
outlook is subject to various downside risks, including
intensifying geopolitical tensions, growing stagflation
headwinds, rising financial instability, continuing supply
strains, and worsening food insecurity.

Sub-Saharan Africa (SSA)

Growth in Sub-Saharan Africa (SSA) is projected to slow
to 3.7 percent this year, reflecting forecast downgrades
in over B0 percent of regional economies. Price
pressures, partly induced by the Russian Federation’s
invasion of Ukraine, are sharply reducing food afforda-
bility and real incomes across the region. More people in
SSA are expected to fall into extreme poverty, especial-
ly in countries reliant on imports of foods and fuel.
Fiscal space is narrowing further as governments ramp
up spending on subsidies, support to farmers, and, in
some countries, security. However, the impact of the
war will vary across countries, as elevated commodity
prices will help soften the damaging effects of high
inflation in some large commodity exporters. Among the
risks to the forecast, prolonged disruptions to the food
supply across the region could significantly increase
poverty, hunger, and malnutrition, while persistent
inflation could ignite stagflation risks and further limit
policy space to support recoveries. An elevated cost of
living could increase the risk of social unrest, especially
in low-income countries.

SSA is facing these shocks as it continues to endure
pandemic-induced increases in poverty and food
insecurity. In the three largest SSA economies - Angola,
Nigeria, and South Africa, the boost from favourable
commodity prices is being offset by rising inflation and
policy tightening. In South Africa, growth has moderat-
ed substantially because of the growth dampening
effect of high unemployment; infrastructure bottle-
necks, including recurring power shortages; slow
progress with reforms; and weak private investment.

Fiscal policy, already constrained by high public debt
and tightening global financial conditions, has become
even less accommodative. Spending pressures to curb
the impact of rising prices have been building in many
countries (for example, fuel subsidies in Cameroon,
Kenya, and Nigeria; a fuel levy reduction in South Africa),
further straining fiscal positions.

A tightening of monetary policy to combat rising
inflation has also gathered pace in several SSA econo-
mies {Ghana, Namibia, Nigeria, Rwanda, Sierra Leone,
South Africa). Moreover, rising core inflation in several
countries (Cameroon, Nigeria, Uganda] points to broad-
ening price pressures, further reducing room for
accommodative policies.

ANNUAL PREFORMANCE PLAN



Growth in SSA is projected to decelerate from 4.2
percent in 2021 to 3.7 percent in 2022, as high inflation
and policy tightening weaken domestic demand.
Growth in South Africa is forecast to fall back to 2.1
percent in 2022-23 and an average of 1.7 percent in
2023-24. High unemployment, power shortages, and
slow reform momentum are expected to continue
discouraging private investments. High government
debt, along with elevated debt service costs, are
expected to constrain much-needed public invest-
ment.

SA'S GDP PERFO

ND QUARTER OF 2022

| Y O.7%

The policy interest rate has already been raised four
times during the current hiking cycle, with further
increases likely in order to cool rising inflation.

South Africa

Following the expansion of the gross domestic product
(GDP) by 1,9% in the previous quarter of 2022, the econ-
omy shrunk by 0,7% in the Q2:2022.

ening price pressures, further reducing room for accom-
modative policies.

* South Africa's economy has shrunk by - 0.7% in the

second quarter of this year.

* The devastating

has contributed to the

already fragile economy had just recovered to pre-
pandemic levels.

in Kwazulu-Natal and
, after the

* The size of the economy is smaller than what it was
before the COVID-19 pandemic.

* Real GDP was
2022, which is

in the second quarter of
from the reading in the first

quarter of 2022,

* Transport, Finance, Personal Services sectors reported an
increased in Q2 and all other sectors reported a
decrease. Construction reported a

Personal
services

Finance

Figure 3 SA Economic Indicators
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Figure 4 SA Employment Indicators

Figure 5 SA Economic Indicators 2

Source; Data sourced from Stats SA quarterly review

Unlike the first quarter, which witnessed positive
growth in eight industries, the second quarter saw at
least seven industries contract. Manufacturing,
agriculture, trade, and mining are all significant
contributors to this downtum. Previously a standout
performer, industrial output fell by 5.9% as a result of
the Kwazulu-Natal floods.

decreased to

for Q2.

!Ti JATION ’J\[ AN laW]I\ =

{S=cond quarter 2022)
Th b t rate d d =
33,9% [rrisiadiiiagy -
34 5% in Q1:2022
Q1:2022 « South Africa's unemployment rate was at
in the Q2 of 2022, down from 34.5% in
Q2:2022 the Q1.
There were about E88,000 ot o
PR | T

» The unemployment rate according to the
— expanded definition of unemployment also

in Q2:2022.
) jobs were gained between the first

quarter of 2022 and the second quarter of

created

* The shortage of generation capacity, which causes
load shedding, has been a major contributor to the
drop-in economic activity in the electricity, gas, and
water supply industries.

* Imports of goods and services rose by 5.6%, due to
increases in chemical and mineral products.

» The economy also recorded a rise in exports, of
0,3%, owing primarily to increased trade in pearls,
precious and semi-precious stones, precious metals,
base metals and base metal components, and
chemical products.

* Household consumption increased by 0,6% in the
second quarter.

Foot and mouth disease contributed to the 7.7% fall in
the agricultural sector. Petroleum and chemical
products, food and beverages, and transportation
equipment were the most significant growth inhibi-
tors. Higher interest rates weigh on GDP growth as well,
with more hikes projected in September and Novem-
ber. As a result, GDP is now less than it was before
Covid.
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SITUATIONAL ANALYSIS -
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Secondary sector
$4.8%

Figure 6 SA Primary, Secondary & Tertiary Sector Growth

Source: Data sourced from Stats SA quarterly review

Gold, coal, manganese ore, and diamonds pulled down
mining output even more from the previous quarter.
Flooding and load shedding reduced mining operations,
which reduced coal production. Construction is in the
worst condition since the pandemic, being 24% smaller
than it was in the fourth quarter of 2018.

During the second quarter, 8 of the 10 manufacturing
divisions showed negative growth rates. Petroleum
chemicals, rubber, and plastic were among the
products that contributed to GDP growth. Other signif-
icant negative contributions to growth include the
food and beverage sector; the motor vehicles, parts
and accessories, and other transport equipment
division; and the basic iron and steel, non-ferrous
metal products, metal products, and machinery
division. Finance, real estate, and business services
continue to contribute significantly to GDP growth. In
Quarter 2, there was a 2.4% increase. This was fuelled
by increased activity in the banking industry, as well as
in insurance and pension funding.

Percentage of population in urban and rural areas
South Africa
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&
E
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Figure 7 SA % Population in Urban & Rural Areas
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Flooding in Kwazulu-Natal, as well as power outages
across the country, had a significant impact on trade,
catering, and accommodation. The floods damaged
retail stores and storage facilities, resulting in a 1.5%
contraction. Load shedding also resulted in a decrease
in trade hours.

The shortage of generation capacity, which causes
load shedding, has been a major contributor to the
drop-in economic activity in the electricity, gas, and
water supply industries. Droughts interrupted water
delivery in the Eastern Cape, and floods disrupted
water supply in Kwazulu-Natal. In the second quarter,
net exports had a negative impact on GDP spending
growth. Exports of goods and services increased by
0.3%, owing primarily to increased trade in pearls,
precious and semi-precious stones, precious metals,
base metals and base metal components, and chemi-
cal products. Imports of goods and services rose by
5.6%, due to increases in chemical and mineral
products.

* South Africa has the fourth largest

concentration of community schemes in
the world.

* South Africa is urbanising rapidly with

68% of South Africans already living in
urban areas and the statistics will rise to
70% by 2025.

* By 2050, eight in 10 peaple will be living

in urban areas and this will increase
demand on basic infrastructure
requirements.

« South Africa’s urbanisation patterns are

expected to reach 77.4% (49.1 million of a
projected 63.4 million people) by 2050,
from around 43% (5.8 million of 13.7

million people) in 1950.



The adverse impact of the recessionary environment
on households is particularly acute, including for those
living in community schemes. As a young and growing
democracy with the fourth largest concentration of
community schemes in the world, the environment
within which the CSOS operates is complex, involving
technical requirements, legal processes, and proce-
dures to regulate and harmonise interdependent
relations between parties in shared living arrange-
ments, such as sectional title schemes, homeowners’
associations, share block companies, housing
schemes for retired persons and housing co-opera-
tives.

South Africa is urbanising rapidly with 68% of South
Africans already living in urban areas and the statistics
will rise to 70% by 2025. By 2050, eight in 10 people will
be living in urban areas and this will increase demand
on basic infrastructure requirements. South Africa’s
urbanisation patterns are expected to reach 77.4%
(49.1 million of a projected 63.4 million people] in 2050,
from around 43% (5.8 million of 13.7 million people) in
1950. Up to here its been a good overview of the
economic perspective.

CSOS Perspective

The option of living in a community scheme is increas-
ingly becoming the preferred tenure option for many
South Africans in urban areas. This is due to a variety
of benefits that tenure in a community scheme offers
- affordability, shared costs, security and shared
responsibility for buildings or parts of land. Inevitably,
where there are many and varied individual interests in
a kept space, disputes will arise. Therefore, the
regulation of community schemes requires an intricate

Table 2 PESTEL: Political & Technological aspects

balance of the protection of individual housing
consumer rights; the application of fair, just and trans-
parent legal recourse; and the provision of education,
information, documentation and any such services as
may be required to raise awareness to owners, occupi-
ers, executive committees, and other persons as to
their rights and obligations.

Historically, community schemes were not regulated,
and the management and governance of community
schemes was fragmented. Most of the community
schemes were self-regulated. Parliament subsequent-
ly promulgated the Community Schemes Ombud
Service Act, 2011 (No 9 of 2011) followed by the approv-
al of the Regulations by Parliament in October 2016.

The country has introduced an Economic Reconstruc-
tion and Recovery Plan. The CSOS plans to contribute
towards this plan through improvement of the ease of
doing business with the state. One way in which this
will be done will be by lowering barriers to entry to
make it easier for businesses to start, grow, and
compete through our supply chain management
processes on prequalification criteria that are more
enabling for suppliers to participate. The CSOS will
focus on businesses owned by women, youth, persons
with disabilities and military veterans.

The CS0S’s macro-envirenment was further assessed,
taking into consideration the Political, Economic,
Social, Technological, Legal / Ethics & Environmental
(PESTEL) factors which might have a bearing on the
implementation of the CSOS strategy or achievement
of its outputs. Some of these factors are listed below
as potential risks and/or opportunities that might
either impact the delivery of our strategy negatively or
enhance our ability to meet the set objectives.

Political Technological

- There is committed political leadership to embrace and
enhance the CS0S mandate.

« New local government leadership: Coalitions for many of
the hung councils mean that there is likely to be
instability and the possible negative impact on service
delivery to schemes and its revenue collection and
disputes arising thereof.

» Worsening municipality performance affects service
delivery for schemes, which affects registration and
payment of levies.

» Strong focus on NDP Priority 4; and Priority 5 on spatial
development.

Digitisation: internally, business automation, digitisation can be usedin a
smart way to inform stakeholders about the latest happenings.

- Customer self-service portals: CSOS can bring information at the hands of

stakeholders in real time either by use of technology and consequently
improve its image amongst its stakeholders.

- Technology to assist with facilitating skills transfer.

- IT system failure: Cyber and Information security challenges. Systems

controls, maintenance becomes a priority.

Linking with other entities databases is necessary - There is a need to
consistently keep abreast of advances in technology as well as new
trends and methodologies.

- Decentralisation of data - adopting of decentralising data systems.

+ As new technologies are embraced train staff to keep abreast.
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Table 3 PESTEL:; Economic & Legal /Ethics aspects

cLonomic

+ Job losses: this will fuel a rise in non-payment of
schemes due to loss of earnings.

- Slow traction in levy collections: the rising
unemployment may consequently affect CS0S
levy collection- hence the sustainability of CSOS.

- Loss of investment: the depressed economy
signals decline in sector investment.

» South Africa has competing social, educational,
infrastructure, and health budget priorities.
CS0S needs to diversify its income streams to
meet the needs.

+ Global conflicts and pandemics - affecting fuel,
wheat, food prices.

- Potential for economic opportunities and
employment due to creation of additional positions
within CS0S.

- A Funding Model to ensure long term sustainability
of the Entity.

- Establishment and funding of the transformation
programme within CS0S.

a ANNUAL PREFORMANCE PLAN

Legal/Ethics

- Current changes in the legislative envirenment might potentially

influence operations within CS0S.

+ Legislation changes: Amendment of CS0S Act and changes in regulations.

- Inconsistency between social justice demands and existing legal

framework.

- Implications of POPI Act: CSOS is a custodian of a huge repository of

stakeholder information.

- The expropriation of land without compensations - possible impact on

revenue.

- Regulatory challenges/ appeals: CSOS actions may be taken on review

and courts change the law.

- Changes in regulatory environment and codes - impact if there are

changes.

- Compliance with PFMA: as schedule 3A entity, CSOS is regulated by PFMA.



Table 4 PESTEL: Social & Environmental aspects

+ Growing young middle class is fuelling the gated + The pressure on land ownership: identified land issue, motivate more
community living lifestyle. schemes to share ownership. Education is required.

» Women-headed households: this means they will + CS0S needs to consider and implement ways to minimise its carbon
prioritise issues of security. footprint. Reduced consumption - printing, water, and electricity. Rise in

environmentally friendly practices.
- Education levels: trustees lack skills and experience
in managing schemes + Urban migration: leads to dense community living which could have a
negative impact on the environment.

Unreasonableness of schemes regulations:

managing oppressive rules. - Natural disasters (effects of global warming): e.g., flooding can impact
community schemes which will impact CSOS revenue.

- Public perception of CS0S: unhappiness with

outcomes received from dispute resolution.

Perception is positively increasing as evidenced by

growing revenue callection.

- Skewed racial ownership patterns.

« NAMA/ ARC social partners - governed by MoU. More
MoUs with Managing Agent associations.

« Increased corporate social responsibility needs to
take place.

- There is an increased awareness of social media and
digital connectedness. Social media like (Facebook,
Twitter, Snapchat, blogs) can be used as an
effective tool for communication with stakeholders
to educate and increase awareness.

- With urban migration taking place at a rapid rate,
dense community living could have a negative
impact on society.

- There are high levels of unemployment in the country
and the implementation of CS0S transformation
strategies will make a positive impact on socio -
economic empawerment by alleviating poverty
through job creation.

The CS0S will continue to monitor the ongoing changes in its external and internal environment in order to respond
timeously, appropriately and with relevance to any significant shifts or changes.
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3. INTERNAL
ENVIRONMENT
ANALYSIS

-— — —— = e

3.1. SWOT Analysis

A SWOT analysis is a powerful tool for sizing up an
organisation’s resource capabilities and deficiencies.
The CS0S internal strengths and weaknesses, together
with the external opportunities and threats were
evaluated to provide a basis for re-aligning, re-prior-
itising and refining the CSQS priorities. The purpose is
for the CSOS to optimise identified strengths, harness
opportunities, offset identified weaknesses and
mitigate threats.

Strengths are factors that give the CSOS a distinctive
advantage or competitive edge within the environment
within which it operates. The Entity can use such
factors to accomplish its strategic objectives. The
weaknesses refer to a limitation, fault, or defect
within the CSOS that prevent it from achieving its
outcomes; it is what the CS0S does poorly or where it
has inferior capabilities or limited resources as
compared to other organisations.

Opportunities include any favourable current or
prospective situation which could be facilitated to
allow the organisation to enhance its competitive
edge. Threats may be a barrier, constraint, or anything
which may inflict challenges, damages, harm or injury
to the organisation.

The CSOS analysis of strengths, weaknesses, opportu-
nities, and threats (SWOT) have beenidentified and are
presented below:

Table 5 CS0S Strengths and implications for planning

« There is an emerging accountability culture.

+ Stable ITinfrastructure enabling flexible modes of
working and reducing time spent on travel far
physical meetings (Virtual dispute resolution).

« Promulgated legislation enabling the collection of
statutory levies.

- Approved organisational structure.
- Enabling environment for sustained revenue collection.

« Quality assurance of schemes governance
documentation.

« Established regional footprint.
« Skilled employees.

« Existing criminal sanctions in the CSOS Act for
non-compliance.

- New onfine customer platform (CSOS Connect).
- Online collection mechanism.
« Stability in governance structures.

+ Decentralisation of governance and compliance function.
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+ CS0S needs to leverage its legislative monspoly and competitive
advantage in that it is the sole institution that can resolve community
scheme disputes at no cost.

+ This advantage must translate into a value proposition that stakeholders

may buy into and that translates into a significant transformational
impact.

- £S0S mandate allows for maximum revenue generation, based on the

community schemes database that the Entity needs to establish and
maintain.

- By expanding the CS0S’ footprint through a regional approach, the CS0S

may be better positioned to implement its mandate.

- The organisation needs to be agile and not become complacent. Having

judgements challenged in court and losing court appeals would hurt the
CSOS' reputation immensely.



Table 6 CS0S Weaknesses and implications for planning

Internal Wealk

- Dptimum use of revenue - CSOS is returning some

funds to Treasury.

« Failure to fully comply with regulatory compliance

universe by Schemes and internal stakeholders.

« Inadeguate capacity vs volume of work.

« Poor public image.

« Lack of “teaming” across the organisation - silo

« Delays in implementation of risk management process.

mentality is pervasive.

Inadequate feedback to stakeholders to aveid queries
and complaints arising.

- Slow progress on training, upskilling and reskilling

{impacts on performance).

Delays in implementation of BAS.

- Lack of appropriate measures ta enforce compliance

with the CS0S Act.

- Inaccurate and incomplete schemes data and

inadequate data cleansing technigues ( in unallocated
levies)

« Slow monitoring and updating of community scheme

database.

+ Lack of proper community scheme registration

- Poorly phrased legislation, including lack of enforcement

processes.

Slow turnaround on legislative review - impedes on CS0S

implementation.

measures in the CS0S Act.

- Lack of pawer of enforcement in the CS0S Act implies that the

amendment of the Act needs to be prioritized.

Lack of knowledge of the potential market size is a major constraint and
is critical to planning, estimating potential revenue, informing resources,
and better informing CS0S strategies and decision-making.

Lack of IT systems and the use of inefficient manual systems requires
that the implementation of the Business Automation System must be
prioritized.

These factors e.g., inadequate capacity, lack of skills etc collectively
impede on service delivery

Staff morale is low - overworked staff.

+ Recycling of acting assignments leads to non-accountability at

management level.
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Table 7 CS0S Opportunities and implications for planning

| Opportunities

OPPORTUNITIES

+ Collaboration with other government entities to obtain
database, use of facilities, partner with for training
partnership etc.

+ Benchmarking with other government entities and
international organisations to develop an effective
strategy.

Existence of new technology innovations.

- Availability of effective and efficient IT systems in the
market.

+ Review of levy mode! creates and opportunity for an
increased and sustainable revenue base - revenue
optimization through efficient strategies, resulting in
CS0S being able to sustain itself financially.
Recruitment and Appointment of skilled officials.

Deeds/CIPC /Municipality database on community
schemes, to assist in enforcing compliance.

Implementation of the approved Marketing and
Communication Strategy.

- Amendment of the CS0S Act.
Opportunity for transformation of the property sector.

+ Appointment of advisory ministerial committee as
prescribed in the Sectional Titles Schemes Management

Act.

Collaboration with research institutes and universities.
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The market is out there to grow CSOS' revenue base and, therefore, the
CS0S has the opportunity to implement its mandate really well using a
resource-based strategy approach.

€S0S is a relatively new organisation without many legacy systems and
can, therefore, deploy best practices using a green fields approach from
the onset, with limited need for change management.

Availability of community schemes data - do not need to start from
scratch and can draw from other best practices organisations with good
levy collection models.

- Establishment of an archival service - data mining opportunity for

benefit of others, becoming the first point of call (data repasitory] for
data on the sector.

Develop the CSO0S’ research and knowledge management functionality.

CS0S has been declaring surpluses year-on-year, which surpluses have
been returned into the fiscus although there is movement in retaining
funds. The CSOS has started to develop managing agents from
historically disadvantaged communities as this is an urgent need for
transformation of the sector CSOS procurement processes will also be
geared towards establishing pre-approved panels of service providers
consisting of entities owned by women, youth, people with disabilities
and unemployed graduates. CS0S has also set targets for procurement
from designated groups. Furthermore, CSOS is investigating the
feasibility of establishing a mechanism whereby experienced Executive
Managing Agents offer sub-contracting opportunities to historically
disadvantaged Managing Agents so that these individuals are exposed to
Scheme Management in various settings so that they are empowered to
independently offer these services to a variety of Schemes.



Table 8 CSOS Threats and implications for planning

+ Possible undue influence from interested parties that
may impact the regulatory independence on the CS0S.

- Perception of lack of independence.
- Cyber-attacks.

+ Non-compliance by community schemes, due to CS0S
inefficiencies.

- CSO0S' questionable reputation, relating to an
investment made in contravention of the Treasury
Regulations.

- Different interpretations of the Act that may result in
resistance to compliance.

+ Potential failure to meet stakeholder expectations and
the imminent backlash.

« Non-compliance to the CS0S and STSM Act.
+ Deliberate non-compliance by schemes.
+ Negative media reports.

+ Paor economic outlook for RSA and this will impact on
payment of levies.

- Inability to reach procurement goals on designated
groups

« CS0S must have in place systems to protect the information of people

(POPI} Act.

« Not being able to harmonise relations and failing in the orders that CS0S

gives could lead to disputes being fueled, rather than resolved.

+ Not meeting the expectations of community schemes and not demon

strating value, for example, the inability to enforce could lead to CSOS
not being viewed as the right authority to handle disputes; thus, raising
the question of: Why pay levies?

« Not conducting CSOS pri)fessionally in terms of tone, and language being

used could damage CSOS' reputation and public confidence.

« If the quality of services that CSOS provides is lower than what the

private sector can provide, as evidenced by court aver-rulings, public
confidence would be further eroded.

- Not being able to enforce registrations by schemes, limits the CS0S’

ability to fully implement its mandate.

+ Properties Practitioners Act allows for the establishment of its own

Ombud, a direct threat to the CS0S.

+ People and consequently Schemes may choose not to pay levies due.

+ Not meeting NDP targets e.g., military veterans and persons with

disabilities.
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3.2. Stakeholder Analysis

Achieving societal and political acceptance is one of
the largest challenges with regard to the management
and implementation of the CSOS mandate. Thus, it is
imperative to ensure public participation and stake-
holder engagement in a meaningful way. CS0S’ stake-
holder management strategy ensures that the
advancement of enhanced stakeholder participation
and corporate transparency go hand in glove.

Table 9 Stakeholder Analysis Matrix

Stakeholder confidence building strategies and
policies are regional; specific and take into account
cultural diversities.

The Stakeholder Analysis Matrix below depicts the
variety of stakeholders who assume substantial
influence over the aperation of the organisation. These
stakeholders have respective expectations that must
be fulfilled as tabulated below:

- Policy Setting

Department of Human Settle-
ments

- Administrative and governance

oversight
Parliamentary Portfolio - Sanction
Committees + Legislation

The Board and Governance
Committees

Oversight budget and reporting

- Strategic direction

Staff + Productivity

+ Morale

- Public Perception

« Performance Effectiveness
Home owners - Payment of levies

National Association of Managing

Agents (NAMA]

Association of Residential
Communities (ARC)

Executive Managing Agents

a ANNUAL PREFORMANCE PLAN

- Continued engagement in the

sectional title and HOA

« Continued engagement in the

HOAs

« Public Perception
- Risk Profile

- Conformance
- Governance Continuity and Reporting

Synergy and effective collaboration

- Fulfilment of legislative mandate

- Accountability

Governance, Integrity, Ethics

« Contribution to National Priorities

Provision of direction

« Transparency
» Accountability

Governance, Integrity, Ethics

Fairness
Respect of Worker Rights
Equity

» Involvement

Best Practice HRM policies/practices
Conducive work environment
Adequate resourcing

Transparency

Ethical Behaviour

Compliance with governance framewaorks

- Financially self-sustaining

- Strategic partner and encourage

payment of levies

» Strategic partner and encourage

payment of levies

« Fair in operation
- Consistent feedback

Good turnaround times
Honesty

« Accountability

Integrity

- Transparency

+ Responsiveness

- Guidance

- Interaction

+ Accessibility, Faimess, Consistency,

Feedback



Table 9 Stakeholder Analysis Matrix

Stakeholder

Property Practitioners Regulatory
Authority (PPRA)

Other related entities e.g., SHRA;
HDA; NHBRC

Government departments
e.g., Department of Labour;
Department of Health; NPA; SAPS

Media

Developers

Organized Labour

The Public/Public interest groups

Suppliers

National Treasury (NT)

Auditor General (AG)

International bodies

Influence

- Sister entity share their

knowledge of the property

sector

« Operations
- Strategy

» Regulatory compliance

» Public Perception

+ Continuous growth of the
sector

- Policies
Productivity

- Operations
- Strategy
- Culture

- Risk
- Effectiveness
« Turnaround

- Regulatory environment
- Financial Prudency
- Budgeting

- Regulatory environment
« Compliance

- Policy

- Guidance

- Safety standards
« Direction

Expectation

Help share their international
synergies and networks

- Collaboration
- Framework for engagement

- EE compliance

OHS compliance

Skills development

Management of national disasters
Enforcement of compliance

Regular Communication
Transparency
Access to Information

+ Increase in revenue

- Sustainability

» Compliance

» Due processes will be followed

+ Framework for engagement

Willingness to work

- Transparency

Communication

+ Fairness

Enabling environment for assaciation

+ Transparency

Fairness

- Caonsistent delivery

Integrity

> Values orientation
+ Information sharing
- CSl

+ Transparency

Fairness
Consistency
Ethical Behaviour

» Reporting
- Governance
- Compliance

* Reporting
- Governance

Audit outcomes

- Performance

.

Compliance

- Implement international best practice
+ Capacity building

ANNUAL

Research and Development
Collaboration
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Table 9 Stakeholder Analysis Matrix

Stakeholder

Influance

Expectation

Regulators

Scientific and Academic
Institutions

Deeds Office

Companies and Intellectual
Property Commission (CIPC)

Municipalities

Community schemes

South African Institute of
Chartered Accountants [SAICA)

Independent Regulatory Board for
Auditors (IRBA)
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» Source of regulation

- Research agenda

- Governance number of schemes
+ And the HOA's

» Sharing with CS0S on how best to
work with MA and property firms

+ Sharing of the Data regarding
HOAs

- Continuous training

- Use their expertise to train
scheme and participate in the
BC's and Exco’s

+ Help share with CSOS expertise

on the transformation of the
sector

- Regulatory compliance
« Efficiency

« Fairness

- Regulate

« Transparency

+ Due process

+ Cooperation

- Partnerships
+ Collaboration
+ Compliment the Research and

development mandate

- Joint venture to share the raw data

« Training on issues that relate to the

transformation of the property sector

+ Use the Municipal office as linkage

and interface for CS0S to HDA
information regarding registered
properties

- Sharing of information and Advocacy

and lobbying

+ Make it easy for schemes to submit

the returns

+ Training and borrow their material

sharing how best to design the
transformation programmes



3.3. Organisational Structure

The CS0S is a Schedule 3A public entity that reports to
the Executive Authority i.e., the Minister of Human
Settlements. The CSOS activities are funded by the
provision of a budget from funds voted annually to the
DHS. The governance of the CS0S is entrusted to a
Board appointed in accordance with the CS0S Act. The
CS0S Board of Directors consists of seven (7) non-ex-
ecutive members and two (2) executive members,
namely, the Chief Ombud and the Chief Financial
Officer (CFO).

Good governance is crucial to business sustainability
and growth of the organisation. The CSOS has commit-
tees that advise the Accounting Authority on matters
pertaining to governance. These are the Audit and Risk
Committee, Human Resources and Remuneration
committee, Financial Committee, the Legislation,
Adjudicators and Transformation Committee as well as
the Governance Committee and Social and Ethics
Committee, These committees’ function by way of
formal Charters.

The Chief Ombud, assisted by the EXCO and MANCO, are
respansible for the day-to-day running of the CSOS.

The organizational redesign project has been complet-
ed and a process will begin to ensure that the CS0S is
adequately capacitated with the right set of skills and
capacity in various areas of our business. Engage-
ments with the trade union and staff are improving and
we are seeing better collaboration in designing the
future of the CSOS.

Consultations on the draft Organisational structure
were coordinated with EXCO and Unions. Various inputs
were received and incorporated on the final structure
that was approved by the Minister on the 25th of
August 2022.The structure has been adjusted to
ensure that it remains relevant and appropriate to
organisational requirements. Human resource (HR)
planning remains at the core of ensuring that the CS0S
continues to have the right people, with the right skills
and competencies available at the right time, at the
appropriate level to deliver on its mandate. The entity
will also use Project Management principles in manag-
ing their projects. In order to ensure efficiency, CS0S
will be structured with a combination of permanent
and temporary employees.

In line with the national effort to broaden skills devel-
opment as prescribed in the Skills Development Act of
1998, the CS0S has a successful internship programme
which assists young South Africans to contribute to
the advancement of youth employment and develop-
ment.

The 0D project was finalised during the period under
review. The OD SteerCom facilitated the placement of

the principles outlined in the approved Placement
Framework.

As at the end of 03(2023), there were 134 permanent
employees among the 251 positions on the newly
revised organizational structure.

The vacancy rate was at 46 % as at the end of Quarter
three. The high vacancy rate is as a result of the
recently approved revised organisational structure
that has several new positions that still need to be
filled.

A Bulk advertisement was placed in the month of
December 2022.lt is envisaged that the vacancy rate
will decrease with the filling of vacancies by end of
March 2023.

The CSOS had a total of thirty-seven (37) Interns as of
the 30th of September 2022. We managed to register
in line with the Skills Development Act during the
2021/22 financial year and are in the process of finaliz-
ing the process with the Services SETA which should
see the entity claiming back investment on the intern-
ship programme. Our response to mass job creation is
through our rigorous internship programme targeting
unemployed graduates with more than 50% chances of
later absorption of the candidates into permanent
jobs. More jobs will also be created through capacitat-
ing the new structure of the CSOS during the 2023/24
financial year.

The organogram that follows represents the organisa-
tional structure for CSOS. It sets out the operational
structures, based on CS0S Strategy 2020-2025 and
Annual Performance Plan 2023/24, which will best
enable it to deliver on its mandate.
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Figure 8 CSOS Organogram

3.4. CSOS Service Delivery Model

The service delivery model is depicted in the figure
below:

Marketing and Communication
Maintain Stakeholder Relations on a continuous basis

Figure 9 CSOS Service Delivery Model
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3.4.1. Scheme Registration

The CS0S value chain and service delivery model is
underpinned by the success in creating a complete
database of community schemes.

In order to deliver on the 2020-2025 CSOS Strategic
Plan to which this 2023/24 APP aligns, CS0S must
continue to prioritise the registration of schemes,
which includes the following types of community
schemes as defined in terms of the CSOS Act: Section-
al title schemes; Homeowners' associations; Housing
co-operatives; Share block companies and Retirement
villages. The has been a declining trend in the registra-
tions of schemes due to the challenge of registrations
which is primarily attributed to the limited power that
the CS0S has in terms of the CS0S Act to enforce
compliance by the community schemes to register.
Thus, the amendment of the legislation will be vigor-
ously pursued in the 2023-24 financial year. During the
2021/22 financial year a total of 825 scheme registra-
tion applications were processed and registered.

3.4.2. Compliance and Enforcement

As the Regulator of all community schemes in South
Africa, the CSOS is mandated by the Act to provide
governance of community schemes, dispute resolu-
tion within the community schemes, to promote
good governance, provide education, information
and awareness to the owners, occupiers, and execu-
tive committees of the community schemes.and
awareness to the owners, occupiers, and executive
committees of the community schemes.As the Regu-
lator of all community schemes in South Africa, the
CSOS is mandated by the Act to provide governance
of community schemes, dispute resolution within
the community schemes, to premote good govern-
ance, provide education, information and awareness
to the owners, occupiers, and executive committees
of the community schemes.

CS0S undertakes a range of activities, such as publish-
ing guidance and engaging with stakeholders to
educate and enable schemes to comply with their
obligations under the CSOS Act and STSM Act and
associated legislation. However, the responsibility for
complying rests with the community schemes. The
CS0S assesses the circumstances and responds
appropriately to instances of non-compliance. CS0S
works with community schemes, where appropriate, in
order to get them back on track to being compliant.
CSOS regards intentional non-compliance as unac-
ceptable and CSOS may take any one of a range of
enforcement actions against community schemes wheo
fail to comply with the regulatory compliance.

Quality assurance and compliance certificates

To ensure that there is proper governance within
community schemes, CS0S provides quality assurance
to the scheme’s governance documentation, records
all existing and new schemes governance documenta-
tions as received from the community schemes and
ensures that the documentation is adequately
secured, protected and accessible to the public. After
quality assurance, schemes must submit the amend-
ments rules to CSOS for approval. A total of 1796
scheme governance documentations were received
and 1444 were quality assured, which amounts 80%.
After quality assurance, schemes must submit the
amendments rules to CSOS for approval, in this period
under review, a total of 11135 (100%) approved rules
were issued with certificates.

3.4.3. Dispute Resolution

The CSOS Dispute Resolution Model maps out stages to
be followed in the dispute resolution process, includ-
ing, but not limited to, the manner and instances upon
which disputes must be finalised. Section 39 of the
CSO0S Act prescribes Prayers for Relief, which must be
applied for and ordered, depending on merits, in resolv-
ing disputes emanating from community schemes.

The Dispute Resolution Services, with the support of IT,
has coded a SharePoint automated system for the
management of disputes. This system encompasses
the entire process from application to the issuance of
an adjudication order. A total number of 8308 new
applications were received within the 2021/22 finan-
cial year, 1635 rejected, 2 149 conciliated and 1 600
adjudicated. Accordingly, 5 384 disputes were
finalized within the reporting period. Accordingly, 2
524 disputes were finalized within the reporting
period. The number of applications received during
2021/22 financial year exceeds the number receivedin
the 2020/21 financial year by 1926.

3.4.4. LevyCollection

The CSOS Act provides that every community scheme
must pay the service levy with effect from the
commencement date of the Act.

Section 59(a) of the CSOS Act provides that: "Every
community scheme must, with effect from the
commencement date of the Act, in each calendar year
and at such time as may be prescribed, pay to the
service a levy”. The CS0S thus generates its revenue
from levies, government grant, interest income and
dispute resolutions income. Levies are the major
source of revenue for the CSOS.
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The registration and payment of levies by community
schemes is still a challenge for the entity, however,
the entity continues to create awareness through its
education and training sessions which are appreciated
by stakeholders. In addition, new initiatives such as
geo-mapping of existing schemes coupled with
inspectorate, data cleansing and proactive monitoring
of new Schemes under development will be instituted
to expedite Scheme enrolment. Levy collection as at 31
March 2022 was R250,518,258 million (2020:
R223,569,975 million). The current year levy collection
target was exceeded by 12% which is anincrease in the
actual levies collected in 2021/2022 compared to the
2020/2021

3.4.5. Stakeholder Engagement and Advecacy

In terms of Section 4{2){b) of the CSOS Act, CSOS is
mandated to provide education, information, docu-
mentation, and such services as may be required to
raise awareness to owners, occupiers, executive
committees and other person or entities who have
rights and obligations in community schemes.

CS0S is still consolidating its Regulator Powers, and
this will require collaboration with various stakehold-
ers to assist CS0S in establishing its footprint within
the industry. The stakeholders assist CSOS in making
inputs into the implementation of the CS0S Act and
the STSMA and to further build the registration
database. The provision of consumer education is also
a key priority area and a critical target in the CS0S
Annual Performance Plan. The need for CSOS to be
more visible and play a more active role in educating
consumers and raising awareness about its existence
has also been highlighted in several important forums.

3.5. ICT Management

For the 2023-24 financial year the CSOS has placed
focus on improving its ICT Governance Maturity, as well
as finalising the development of the ICT governance
improvement roadmap. Further upgrades to ICT
infrastructure is planned to be conducted during the
financial year so that the organisation can be support-
ed strategically to deliver on its mandate. A cyber
defence program was also initiated and is well under-
way to improve the ICT security posture of the CSOS.

Target state maturity of the ICT Unit

The IT team currently
operates at the upper
level of Trusted Operator.

By the end of the current
IT strategic plan, in 2025,
the team would like to
move up the maturity
ladder to Business
Partner.

It is important to note
that the IT organization
currently has processes
and capabilities that
operate in the Trusted
Operator level.

Figure 10 State of maturity of ICT Unit
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The need to have a Core applications system is very critical to ensure organizational targets are met, operations are
streamlined and reporting to stakeholders is accurate. The diagrammatic representation below reflects how the ICT

Programmes support the business context.

ICT Programmes support the business context

Achieve an unqualified audit
outcome with no material findings

Business Outcomes

Functional, efficient and
integrated Government

Effective dispute
resolution

Empowered
stakeholders

Transformation of
community schemes
advanced

Key ICT Programmes

CSO0S Connect

Enterprise Resource Planning
{ERP) Solution

Data and Records Management
Cyber Defense Programme
Modernisation of the Workspace

ICT Infrastructure Upgrade

placed in community schemes are
from previously disadvantaged
groups.

ICT Capability Development

ICT Strategic Plan 2021

Figure 11 How the ICT Programmes support the business context.

3.6. COVID-19 Impact on CSOS, and
Learnings Looking Forward

As a result of COVID-18 and the restrictions placed on
gatherings, CS0S had to adapt the manner in which to
conduct consumer education sessions. Based on
COVID-18 learnings a hybrid approach to education and
training has been adopted, comprising of a mix of
physical and online (webinar) meetings and sessions,
including stakeholder engagements, You-Tube Videos
and webinars.

In addition, CSOS continues to institute and provide
measures to help support employees’ physical and
emotional well-being, whether at work or at home.
Regular communiques are issued to employees on any
issues relating to COVID-19. In terms of maintaining
business continuity, CS0S employees will continue to
be provided with the necessary resources and support
they need to be productive, especially as they adapt to
working remotely.

The Entity has reviewed the budget to reallocate costs
to expenditure that are impacted and will continue to
monitor all expenditure. Furthermore, should there be
any changes in the macro-microenvironment, the
Entity remains flexible to coordinate a review of strat-
egy due to such changes. The CSOS will remain vigilant
to make changes such as a provision to allow only a
limited number of employees at the office and remote
provision of services, which might have animpact on
CS0S achieving its deliverables.

In order to deal with concerns that the entity may not
be able to provide services at a satisfactory rate and
the resulting negative stakeholder perceptions the
CSO0S established a steering committee in terms of
Section 19 of the OHS Act to prepare and monitor the
return-to-work processes. Compliance officers for
each region have also been appointed. A Compliance
Plan has been developed and is being used as a compli-
ance monitoring tool on a daily basis. Risk assess-
ments will continue to be coordinated and the steering
committee will monitor the implementation of correc-
tive measures.
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Reporting will continue to be done at EXCO on all
COVID-19 related activities. A directive was issued to
all employees on how to handle any incidents and the
reporting. To minimise infection to the workforce -
employees working within the same family groups are
not allowed ta be in the office at the same time (week-
ly rotation is implemented). All officials that have
symptoms will be quarantined for 7 days. Deep clean-
ing will continue to be done before the return of the
officials to the office. The CSOS will keep abreast of
any further changes related to the COVID-19 pandemic
and action accordingly.

3.7. COVID-19 learnings informing
planning for 2023/24

Several lessons were learnt with regards to conducting
business during a pandemic. These lessons were
consolidated and incorporated into the planning
process for the 2023-24 APP. Firstly, virtual, and
telephonic conciliations worked well, as weli as
paper-based adjudications. The result was increased
outputs of conciliations and adjudications.

In this regard, the CSOS will proceed with a HYBRID
approach of virtual and contact sessions. A directive
has been issued to advise community services about
the approach, taking into consideration the variety of
stakeholder needs, as well as the safety and health of
staff.

A HYBRID approach for awareness training and
information sessions, stakeholder engagements and
workshops will continue to be pursued, based on the
proven speed, and cost benefits of virtual platforms.
The work from home policy has been approved and the
CS0S will monitor its effectiveness and through ongo-
ing research, practice, and adaptations on an improved
practice HYBRID approach will emerge. Findings are
that as much as there are efficiency benefits to work-
ing from home there are culture and team-based
concerns that need to be addressed through physical
engagements. Certain client facing functions are also
best conducted through physical engagements.

Online (virtual) recruitment and interview processes
will continue, as the CSOS has saved on travel expens-
es and the approach has proven to be more efficient
overall.
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1. INSTITUTIONAL PROGRAMME PERFORMANCE
INFORMATION

The Community Schemes Ombud Service is constituted by the following programmes and aligned business functions,
which informs the packaging of this Annual Performance Plan:

Office of the Chief Ombud

. Company Secretary

. Internal Audit

. Corporate Affairs

. Finance and Supply Chain Management

. Information and Communication Technology

Programme 1 Administration

Do L WM

Programme 2 Regulation 1. Governance, Enforcement, and Compliance
2. Dispute Resolution

Programme 3 Education

Governance, Enforcement and Compliance
and Training

. Marketing and Communication
3. Stakeholder Training and Consumer Education/

N —

The Revised CS0S 2020-2025 Strategic Plan outlines 1.1. Programme 1: Administration

the key strategic focus areas and outcomes for the

five years, aligned to the NDP 2030, MTSF 2019-2024, 1.1.1. Programme Purpose

and the Department’s strategic planning priorities. The

above Programmes then contribute to the attainment The Administration Programme is responsible to

of the outcomes through programme level outputs, ensure that functions that support the core opera-

output indicators, and annual and quarterly targets, as tions run effectively and that the organisation is

reflected in the sections below. sustainable. The Administration Programme covers the
work of the following business functions:

Office of the Chief Ombud To provide effective and efficient strategic support to the Chief Ombud and the executive team
in order to achieve the mandate and strategic outcomes of the CSOS.

Company Secretary To provide effective and efficient Board and Committee support, administrative services, and
the provision of advice to ensure the effective functioning of the Board.

Internal Audit To provide an independent objective assurance and consulting (advisory) services by evaluat-
ing the governance, risk management, internal controls, as well as the compliance against the
relevant prescripts in order to add value and improve the CS0S operations.
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Business Function

Corporate Affairs To support the CS0S functions by attracting and retaining suitably qualified individuals, to create
awareness of the CSOS services and build and protect the CSOS reputation; to provide
cutting-edge legal support and advisory services in order to protect the interests of the CS0S;
and to provide, maintain and develop the required office accommodation to support CS0S
functions.

Corporate Affairs has the following functions:

+ Human Resaurces Management
+ Marketing and Communication
+ Legal Services

- Facilities Management

Office of the Chief Financial To ensure that functions that support the core operations run effectively and that the organisa-
Officer tion is sustainable. The Office of the CFO has the following functions:

- Supply Chain Management

+ Revenue Management

- Expenditure Management

+ Budgeting and Financial Reporting

Information Communica- To partner with CSOS business units to deliver efficient ICT - enabled services to all stakeholders.

tion and Technology (ICT) This includes the development and implementation of an arganisation - wide business automa-
tion system.

In contributing towards the CS0S desired impact of Outcome 1: Functional, efficient, and integrated

“governed, harmonious, empowered and trans- Government

formed community schemes contributing to spatial Outcome 2: Effectively regulated community

justice, socio-economic transformation and the schemes

creation of liveable neighbourhoods”, the Adminis- Outcome 5: Transformation of community schemes

tration advanced

Programme delivers against the following outcomes in The 2023 /24 performance plan of Programme 1is

the Strategic Plan: reflected in the log frame tables below:

1.1.2. Programme 1: Qutcome, Outcome Indicator and Five-Year Target

AUDITED ACTUAL PERFORMANCE ES ) MEDIUM-TERM TARGETS

OUTCOME

2019/20 2020/21 2021/22 2022/23 2023 /24 2024 /25 2025/26
Outcome 1; External audit ~ Qualified Qualified  Qualified Unqualified Unqualified Unqualified  Unqualified
Functional, outcame audit audit audit audit opinion audit opinion  audit opinion  audit opinion
efficient, and outcome outcome outcome with no with no with no with no
integrated material material material material
government findings findings findings findings

ANNUAL PREFORMANCE PLAN m



1.1.3. Programme 1: Outcomes, Outputs, Output Indicators and Targets

AUDITED PERFORMANCE

DUTPUT ouTeUT

2019/20 2020/21  2021/22  2022/23 2023/24 2024/25 2025/26
1. Function- 1.1, Anti- 111 New 100% of 100% of 100% of the 100% of the  100% ofthe  100% of the
al, fraudand  Percentage the the approved approved approved approved
efficient, Anti- of the approved  approved Anti-Fraud Anti-Fraud Anti-Fraud Anti-Fraud
and corruption  approved Anti-Fraud  Anti-Fraud  and Anti- and Anti- and Anti- and Anti-
integrated Anti-Fraud and and Anti- Corruption Corruption Corruption Corruption
Government and Anti- Anti-Cor-  Corruption  Implementa- Implementa-  Implementa-  Implementa-
Corruption ruption Implemen-  tion Plan tion Plan tion Plan tion Plan
Implemen- implemen-  tationPlan  implemented implemented  implemented  implemented
tation Plan tationPlan  implement-
implement- implement- ed
ed ed
1.2, Risk 121 New 80% 100% 100% 100% 100% 100%
manage- Percentage implemen- implemen-  implementa- implementa-  implementa-  implementa-
ment implemen- tationof  tation of tion of the tion of the tion of the tion of the
tation of the the approved Risk  approved Risk  appraved Risk approved Risk
the approved  approved Management Management  Management Management
approved Risk Risk Plan Plan Plan Plan
Risk Manage-  Manage-
Manage- mentPlan  ment Plan
ment Plan
1.3.Internal  1.3.1. Notarget  New 81%(21of  100% 100% 100% 100%
controls Percentags target 26 action implementa- implementa-  implementa-  implementa-
and implemen- plans) tion of the tion of the tion of the tion of the
governance tation of implemen-  Internal Audit  Internal Audit  Internal Audit  Internal Audit
the Internal tation of Plan Plan Plan Plan
Audit Plan the Audit
Remedial
Plan
1.4. 1.4.1. No New 1new 2 new 3new Satellite Satellite
Transac- Number of  target transac- transactional  transactional  officesinall  officesinall
tional new tional site  sites sites provinces provinces
services transac- estab- established established
offered tional sites lished in (satellite (satellite
established Gqeberha  office] office)
(satellite
office)
2, 2.1. 21.1.Rand R217060 R217000  R250518 R263042000  R408,698,702 R416,160,155 R427,179,087
Effectively  Revenue value of 000 000 of 25900 of of CSOS levy of CS0S levy  of CSOSlevy  of CSOS levy
regulated  collection  CSOSlevy CS0Slevy CSOSlevy  collected collected collected collected
Community collected collected  collected
Scheme
Sector
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1.1.3. Programme 1: Outcomes, Outputs, Output Indicators and Targets

OUTPUT
INDICATORS 9/20 2020/21 202122 2022/23 2023/24 2024/25 202526

§.Transfor-  5.1. 511 No No New 40% of annual  40% of annual  40% of annual 40% of annual
mationof  Transfor- Percentage target target €s0s Cs0s Cs0s Cs0s
community  mation of annual procurement procurement  procurement  procurement
schemes And procure- spend, spend, spend, spend,
advanced  Empower-  ment targeted at targeted at targetedat  targeted at
ment of spend, businesses businesses businesses
designat-  targeted at owned by owned by owned by
edgroups  businesses women women women
owned by
women
5.1.2 No No No 20% of annual ~ 16% of annual  16% of annual  16% of annual
Percentage target target target CS0S £s0s £sos Csos
of annual procurement procurement  procurement  procurement
procure- spend, spend, spend, spend,
ment targeted at targeted at targetedat  targeted at
spend, businesses businesses businesses  businesses
targeted at owned by owned by owned by owned by
businesses youth youth youth youth
owned by
youth
51.3 No No No 5% of annual 5% of annual 6% of annual 5% of annual
Percentage target target target CS0S CS0S £s0s CS0S
of annual procurement procurement  procurement  procurement
procure- spend, spend, spend, spend,
ment targeted at targetedat  targetedat  targetedat
spend, businesses businesses businesses  businesses
targeted at owned by owned by owned by owned by
businesses Persans with Personswith ~ Personswith  Persons with
owned by disability disability disability disability
Persons
with
disability
5.1.4 No No No No 5%of annual 6% of annual 5% of annual
Percentage target target target target Csos . Csos Csos
of annual procurement  procurement  procurement
procure- spend, spend, spend,
ment targeted at targetedat  targeted at
spend, businesses businesses  businesses
targeted at owned by owned by owned by
businesses Military Military Military
owned by Veterans Veterans Veterans
Military (New
Veterans indicator)
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1.1.4. Programme 1: Outcome Indicators: Annual and Quarterly Targets

Qutcome
Indicator 1:
External
audit
outcome

Unqualified
audit

opinion no
material
findings

Q1 Apr - Jun 2023

No
target

02 Jul - Sep 2023

Unqualified audit
opinion with na
material findings

1.1.5. Programme 1: Output Indicators; Annual and Quarterly Targets

1.1.1. Percentage
of the approved
Anti-Fraud and
Anti-Corruption
Implementation
Plan implemented

1.2.1. Percent-
age implemen-
tation of the
approved Risk
Management
Plan

1.3.1. Percent-
age implemen-
tation of the
Internal Audit
Plan

1.4.1. Number of
new transac-
tional sites
established
(satellite office)

2.1.1 Rand value
of CSOS levy
collected

5.1.1. Percent-
age of annual
procurement
spend, targeted
at businesses
owned by
women

100% of the

approved
Anti-Fraud and
Anti-Corruption
Implementation
Plan implement-
ed

100% implemen-
tation of the
approved Risk
Management
Plan

100% Implemen-
tation of the
Internal Audit
Plan

3 new transac-
tional sites
established
(satellite office]

R408,698,702 of
CSO0S levy
collected

40% of annual
CSOS procure-
ment spend,
targeted at
businesses
owned by women
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Q1Apr - Jun 2023

25% of the
approved
Anti-Fraud and
Anti-Corruption
Implementation
Plan implemented

25% implementa-
tion of the
approved Risk
Management Plan

25% Implementa-
tion of the Internal
Audit Plan

Finalisation of the
report on the
provinces to be
prioritised

R70,009,800.00

40% of procurement
spend on business-
es owned by woman

02 Jul - Sep 2023

50% of the approved
Anti-Fraud and
Anti-Corruption
Implementation Plan
implemented

50% implementation
of the approved Risk
Management Plan

50% Implementation
of the Internal Audit
Plan

1Transactional site
established

R101,038,496.00

40% of procurement
spend on businesses
owned by women

QUARTERLY TARGETS

Q3 Oct - Dec 2023

No target

QUARTERLY TARGETS

03 0ct - Dec 2023

75% of the
approved
Anti-Fraud and
Anti-Corruption
Implementation
Plan implemented

75% implementa-
tion of the
approved Risk
Management Plan

75% Implementa-
tion of the Internal
Audit Plan

1Transactional site
established

R104,614,914.00

40% of procure-
ment spend on
businesses owned
by women

Q4 Jan - Mar 2024

No target

Q4 Jan - Mar 2024

100% of the
approved
Anti-Fraud and
Anti-Corruption
Implementation
Plan implemented

100% implementa-
tion of the
approved Risk
Management Plan

100% Implementa-
tion of the Internal
Audit Plan

1 Transactional site
established

R133,035,492.00

40% of procurement
spend on business-
es owned by women



1.1.5. Programme 1; Output Indicators; Annual and Quarterly Targets

5.1.2 Percentage
of annual
procurement
spend, targeted
at businesses
owned by youth

5.1,3 Percentage
of annual
pracurement
spend, targeted
at businesses
owned by
Persons with
disability

5.1.4 Percentage
of annual
procurement
spend, targeted
at businesses
owned by Military
Veterans

16% of annual

CS0S procure-
ment spend,
targeted at
businesses
owned by youth

5% of annual
CSOS procure-
ment spend,
targeted at
businesses
owned by
Persons with
disability

5% of annual
CSO0S procure-
ment spend,
targeted at
businesses
owned by
Military Veterans

Q1 Apr - Jun 2023

16% of procurement
spend on business-
es owned by youth

5% procurement
spend on business-
es owned by
Persons with
disabilities

5% procurement
spend on business-
es owned by
Military Veterans

02 Jul - Sep 2023

16% of procurement

spend on businesses

owned by youth

5% procurement

spend on businesses

owned by Persons
with disability

5% procurement

spend on businesses

owned by Military
Veterans

03 Oct - Dec 2023

16% of procure-
ment spend on
businesses owned
by youth

5% procurement
spend on
businesses owned
by Persons with
disability

5% procurement
spend on
businesses owned
by Military
Veterans
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04 Jan - Mar 2024

16% of procurement
spend on business-
es owned by youth

5% procurement
spend on business-
es owned by
Persons with
disability

5% procurement
spend on business-
es owned by
Military Veterans



1.1.6 Programme 1; Explanation of Planned Perfor-
mance over the Medium-Term Period

The CSOS core operations are currently being upgraded
from being operated manually to more online integrat-
ed platforms. As the organisation matures the core
business units are forced to effectively manage the
business at acceptable fevels and to deliver on key
operational outcomes to realise the CSOS impact
statement as outlined in the Strategic Plan. The CS0S
has completed the process of procuring services for
the development, deployment and support of a system
that will be used for its core operations. These opera-
tions include Revenue Management (including the CSD
levy reconciliation and allocations); Dispute Resolu-
tions; Governance, Compliance and Enforcement
(including Registrations and Schemes documentation
governance and Stakeholder Engagement), and
Customer Relations Management (CRM) that makes
use of the registrations database to effectively
communicate with the schemes.

The organisation will continue with the implementation
of the approved Revenue Management Strategy, with a
focus on data cleansing, benchmarking, and continued
collaborations with other entities to attain data on
community schemes. This is to achieve the objective
of the strategy, which is to ensure that levies are
collected from ali community schemes as per the CS0S
Act and that dispute resolution and governance docu-
ments income are accounted for correctly and accu-
rately.

In responding to the impact of job losses due to
COVID-19, CSOS has communicated extensively with
community schemes to ensure that levies continue to
be paid. While the CS0S is mindful of the risk of
reduced levies collection due to the high unemploy-
ment situation and the resultant reduction in the
income of households, the Entity is relatively confi-
dent that its Revenue Management Strategy will
realise the targeted growth in revenue in 2023/24.

The entity received an unqualified audit opinion in the
2021/22 financial year, and this is an improvement of
the previous financial years results. The CSO0S will
however review its accounting policy framework where
revenue is concerned in terms of GRAP 23 as advised by
National Treasury in 2021/22. The current levy model
will have a tangible impact on the 2023/24 financial
year.

Enablers of the performance targets for Outcome 1
(Functional, efficient, and integrated Government);

1) An activity-based costing/budgeting framework is
being implemented to ensure that the CSOS better
aligns its resource/procurement plans and
activities with performance commitments.
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2) The DPME quarterly performance reporting system
was rolled out to public entities and is being
implemented currently.

3) The annual HR Plan will be finalised for Board
approval before the start of the financial year. There
is high reliance on the HR Plan to assist in building
the capacity, creating a conducive culture of
change, and developing skills and capabilities that
are needed to implement the CSOS mandate. Key
focus areas include:

a) Change management and the focus on establish
ing a conducive culture within the organisation.

b} Capacitation of the organisational structure given
that the organisational design and development
process has been completed - priority will be
given to capacitate all critical functions within
the organisation, including in the key areas of
finance, supply chain management, risk manage-
ment and quality assurance. A balance between
part-time and full-time resourcing for conciliation
and adjudication will be sought.

c) Implement the approved talent management
policy.

d) Strengthen compliance with the approved Perfor
mance Management and Development Policy and
procedures. This will include reviewing and
testing the effectiveness of the tools and
making improvements where necessary, as a
precursor to the tools being incorporated in the
Human Capital module of the ERP system;

e) There will be more stringent application of conse
quence management in instances of persistent
non-compliance. On the other hand, the perfor-
mance management process will seek to identify
high-potential staff for inclusion in the succes-
sion plan that is to be developed.

f) Implement deliberate interventions for culture
development by addressing the findings of the
Employee Engagement Survey that was canduct-
ed in 2020/21. This includes finalising the staff
grading and parity exercise to ensure market-re-
lated remuneration, as well as the implementa-
tion of non-financial rewards;

g) Implement the annually approved training and
development plan, which is developed in consid-
eration of individual performance development
plans; and

h) Inclusion of 2 message from the Chairperson of the
Board in the staff newsletter, which sums up key
Board resolutions and provides a line of sight
between the Board and staff.



4) The Compliance Policy, Framework and Plan of the
CSO0S have been approved and are being implement-
ed.

5) Business systems and processes automation is a
necessity for CS0S to operate efficiently and effec-
tively. Priority will, therefore, be given to ensuring
the implementation of the two (2) modules of the
Business Automation Solution in the 2023/24
financial year,

6) While most HR policies and procedures were being
developed in the 2022 /23 financial year, the focus
for 2023 /24 will be on ensuring that the palicies
and procedures of all divisions (core and non-core)
are reviewed and/or developed.

7) The CSOS team, led by the Board and Exco, will focus
on building stakeholder relations for improved
decision-making and enhancing the reputation of
the organisation. This includes being responsive to
parliament, and demonstrating speedy implemen-
tation of plans, engaging with the Minister and the
Department to speed up decision-making in critical
areas, and establishing MOUs with key industry
stakeholders.

Enablers of the performance targets for Outcome 2
(An effectively regulated Community Scheme
Sector):

1) Implement the two modules of the BAS system that
support registrations and levy collection (revenue
management). The system will allow community
schemes to register themselves.

2) Build on the stakeholder collaborations and MQUs
developed in 2022 /23, which resulted in the CS0S
acquiring a more comprehensive database of
community schemes in the country.

3) Benchmark with similar entities, such as SARS and
NHBRC to determine the effective method of
accounting for levies revenue.

4] Implement the recommendations from the Levy
Rates study.

BUSINESS FUNCTION PURPDSE

Governance, Enforce-
ment, and Compliance
documentation.

Dispute Resolution

5) Continue to implement the results of the data
cleansing project that commenced in the 2020/21
financial year. This includes the issuing of new
registration numbers to community schemes
whose registration numbers were duplicated.

6) Support the implementation of the approved
Marketing Strategy, which aims to increase brand
awareness and visibility, to stimulate interest and
encourage compliance.

7) Give more focus to the implementation of the
compliance and enforcement strategy, which
requires additional investigative capacity.

8) Support the DHS with the amendment of the CS0S
Act, which inter alia intends to give the CSOS the
legislative authority to enforce registrations.

Enablers of the performance targets for Outcome 5
(Transformation of community schemes advanced):

1) Increase the focus on procuring from businesses
owned by the designated groups, with a particular
focus on women-owned businesses, youth owned
businesses; businesses owned by persons with
disabilities and those owned by military veterans. A
clause will be included in tender and request for
quotation/proposal documents to indicate the
preferential procurement requirements.

a) A system to better track and monitor B-BBEE and
preferential procurement is being established, for
ease of monitoring and reporting.

1.2. Programme 2: Regulation

1.2.1 Programme Purpose

The Regulation Programme is responsible for perform-
ing the CS0S core operations i.e., community schemes
are regulated in South Africa by ensuring that they are
governed optimally, their documentation is compliant
with legislation, and an effective alternate dispute
resolution service is provided to the community
schemes. The Regulation Programme covers the wark
of the following business functions:

To regulate all community schemes within South Africa, and to take over quality control
and provide public access to all sectional title and other community scheme governance

To develop and provide a dispute resolution service for community schemes in the regions

of South Africa - assessment, conciliation, adjudication, and quality assurance of

adjudication orders.
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In contributing towards the CS0S desired impact of Outcome 3; Effective disputeresolution
“governed, harmonious, empowered and trans-

formed community schemes contributing to spatial Outcome 5; Transformation of community schemes
justice, socio-economic transformation and the advanced.

creation of liveable neighbourhoods”, the Regulation

Programme delivers against the following outcomes in The 2022 /23 performance plan of Programme 2 is

the Strategic Plan: reflected in the log frame tables below:

Outcome 2: An effectively regulated Community
Scheme Sector

1.2.2. Programme 2: Outcomes, Outputs, Output Indicators and Targets

AUDITED PERFORMANCE ESTIMATED
PERFORMANCE

MTEF TARGETS

OUTCOME OUTPUT QUTPUT

LB 2019/20 202021 2021/22 202223 2023/24 2024/25 2025/26
2.An 2.2. 2.2.1. 1503 127 100% {925)  100% 26% of 5% 99% of
effectively ~ Communi-  Percentage Communi- Communi- registra- registration unregistered  unregistered  unregistered
regulated ty of ty ty tion of of community  community  community  community
Community  schemes unregis- schemes  Schemes  community schemesthat  schemes schemes schemes
Scheme registra- tered registered Register  schemes have registered registered registered
Sector tion schemes Indicator thathave  submitted

registered reframed  submitted  scheme

(Indicator scheme registration

reframed) registra- documents

tion
documents

2.2.2 Notarget Notarget No target 60% of 65% of 70% of 80% of

Percentage registered registered registered registered

of schemes schemes schemes schemes

registered compliant compliant compliant compliant
community

schemes

compliant

2.3. 23.1. 1877 84% (1538  80% 95% of 95% of 95% of 95% of
Schemes  Percentage Quality received  (Received  schemes schemes schemes schemes
gover- of schemes  assured and 1287 1806 governance governance  governance  governance
nance governance schemes  quality scheme documenta- documenta-  documenta-  documenta-
documen-  documen-  gover- assured)  governance tion quality tion quality tion quality  tion quality
tation tation nance Quality documents  assured assured assured assured
manage- quality documen-  assured and quality within 30 within 30 within 30
ment assured tation schemes  assured days days days

within 30 gover- 1444

days nance schemes

documen-  documen-
tation tation)

2.3.2. 1208 100% of  100% (1113}  100% of 100% of 100% of 100% of

Percentage (10985) of compliance compliance compliance  compliance

of compli- compliance certificates certificates certificates  certificates

compliance ance certifi- issued on all issuedonall  issuedonall issuedon all
certificates certifi- cates amended amended amended amended
issued on cates issued on scheme scheme scheme scheme

all issuedon all governance governance  governance  governance

amended all amended documents documents documents  documents

scheme amended  scheme

governance scheme  governance

documents gover- documents

nance
documents
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1.2.2, Programme 2: Qutcomes, Outputs, Output Indicators and Targets

AUDITED PERFORM

2018/20

3.Effective  3.1.

3.1.1
Percentage
of disputes
assessed
within 30
days

No target
disputes
resolution

Dispute
resolution

3.1.2
Percentage
of disputes
conciliated
within 45
days
{Indicator
reframed)

No target

3.1.3
Percentage
of disputes
adjudicat-
ed within
90 days

No target

KRR
Percentage
of
adjudica-
tion orders
quality
assured
within 7
days

No target

2020/21

No target

28% (191
referred
and 331
conciliat-
ed) of
disputes
conciliat-
ed within
90 days

25% (109
adjudicat-
ed out of
410
referred)
of
disputes
adjudicat-
ed within
90 days,

No target

irl ."il C E

2021/22

No target

73%
(1783/243
6) of
disputes
conciliated
within 80
days

28%
(741/2642)
of disputes
adjudicat-
ed within
90 days

No target

2022723

100% of
disputes
assessed
within 30
days

*85% of
disputes
conciliated
within 80
days

*85% of
disputes
adjudicated
within 90
days

100% of
adjudication
orders quality
assured
within 7 days

2023/24

*90% of
disputes
assessed
within 3D
days

*80% of
disputes
conciliated
within 45
days

*90% of
disputes
adjudicated
within 90
days

*95% of
adjudication
orders quality
assured
within 7 days

2024/25

95% of
disputes
assessed
within 30
days

80% of
disputes
conciliated
within 45
days

90% of
disputes
adjudicated
within 80
days

95% of
adjudication
orders quality
assured
within 7 days

2025/26

95% of
disputes
assessed
within 30
days

95% of
disputes
conciliated
within 45
days

95% of
disputes
adjudicated
within 90
days

95% of
adjudication
orders quality
assured
within 7 days

3. The 80% target is based on the acknowledgement that the remaining 10% will include the dispute matters that are received towards the end of the
month or on the last day of the month and may not be able to be assessed within the stipulated timeframe.

4, The 80% target is based on the acknowledgement that the remaining 10% will include the dispute matters that are received towards the end of the
45-day period or on the 45th day and may not be able to be conciliated within the stipulated timeframe.

5. The 80% target is based on the acknowledgement that the remaining 10% will include the dispute matters that are received towards the end of the
90-day period or on the 90th day and may not be able to be adjudicated within the stipulated timeframe.

6. The 95% target is based on the acknowledgement that the remaining 5% will include the disputes matters that are postponed and any other delays
on the dispute process, that will be outside the control of the regions.
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1.2.3 Programme 2; Output Indicators: Annual and Quarterly Targets

2.2.1 Percentage
of unregistered
community
schemes
registered
(Indicator
reframed)

2.2.2 Percent-
age of
registered
community
schemes
campliant

2.3.1. Percent-
age of schemes
governance
documentation
quality assured
within 30 days

2.3.2. Percentage
of compliance
certificates
issued on all
amended scheme
governance
documents

3.1.1 Percentage
of disputes
assessed within
30 days

3.1.2 Percentage
of disputes
conciliated
within 45 days
(Indicator
reframed)

3.1.3 Percentage
of disputes
adjudicated
within 90 days

3.1.4 Percentage
of Adjudication
orders quality
assured within 7
days

L TARGET

25% of

unregistered
community
schemes
registered

65% of
registered
schemes
compliant

95% of schemes
governance
documentation
quality assured
within 30 days

100% of
compliance
certificates
issued on all
amended
scheme
governance
documents

90% of disputes
assessed within
30 days

90% of disputes
conciliated
within 45 days

90% of disputes
adjudicated
within 90 days

95% of
Adjudication
orders quality
assured within 7
days
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Q1 Apr - Jun 2023

10% of unregistered
community
schemes registered

No target

85% of schemes
governance
documentation
quality assured
within 30 days

100% of compliance
certificates issued
on all amended
scheme governance
documents

90% of disputes
assessed within 30
days

90% of disputes
conciliated within
45 days

90% of disputes
adjudicated within
90 days

95% of Adjudication
orders quality
assured within 7
days

Q2 Jul - Sep 2023

30% of unregistered
community schemes
registered

30% of registered
schemes compliant

95% of schemes
governance
documentation
quality assured
within 30 days

100% of compliance
certificates issued
on all amended
scheme governance
documents

90% of disputes
assessed within 30
days

90% of disputes
conciliated within 45
days

90% of disputes
adjudicated within
90 days

95% of Adjudication
orders quality
assured within 7
days

QUARTERLY TARGETS

Q3 Oct - Dec 2023

30% of unregis-
tered community
schemes
registered

No target

95% of schemes
governance
documentation
quality assured
within 30 days

100% of compli-
ance certificates
issued on all
amended scheme
governance
documents

90% of disputes
assessed within 30
days

90% of disputes
conciliated within
45 days

90% of disputes
adjudicated within
90 days

95% of Adjudica-
tion orders quality
assured within 7
days

Q4 Jan - Mar 2024

30% of unregistered
community
schemes registered

65% of registered
schemes compliant

95% of schemes
governance
documentation-
quality assured
within 30 days

100% of compliance
certificates issued
on all amended
scheme governance
documents

80% of disputes
assessed within 30
days

80% of disputes
conciliated within
45 days

80% of disputes
adjudicated within
90 days

95% of Adjudication
orders quality
assured within 7
days



1.2.4 Programme 2; Explanation of Planned Perfor-
mance over the Medium-Term Period

It is CSOS’ strategic intent to meaningfully contribute
to the achievement of the 2030 Human Settlements
vision through the enhancement of vibrant community
schemes as an alternative tenure option for most
citizens in the country. The CS0S takes its guidance
from the National Department of Human Settlements
in terms of Priority 5: Spatial Integration, Human
Settlements and Local Government.

The desired outcome is Spatial Transformation and
Justice through the implementation of housing and
human settlements in Priority Development Areas
(PDAs). The Entity has identified five outcomes that
will contribute to the achievement of MTSF 2019-2024.
CS0S is mandated in terms of Section 2 of the Commu-
nity Schemes Ombud Service Act, 2011 (No. 09 of 2011)
to deal with the functions and operations of CS0S,
governance of schemes and dispute resolution in
community schemes. The CSOS Act empowers the
organisation to help create and facilitate orderly and
well-managed community schemes.

This will be carried out by resolving disputes amongst
the parties. Providing a Dispute Resolution setvice for
community schemes in South Africa underpins the
CSOS Ombud Service mandate and will continue to
receive focussed attention in this planning period. The
lessons learnt during COVID-19 with regard to the
implementation of the hybrid approach (face-to-face
and online interaction) has allowed the CSOS to set
targets of 30% for the adjudication and conciliation of
disputes within 90 days.

The CSOS further engages in quality assurance of
schemes governance documentation. The schemes
governance documents are submitted on a daily basis
and the analysis to ensure compliance is a lengthy
process. Even though this is a lengthy process, the
target has been set at 95% to ensure service delivery.

The Entity will also monitor the percentage of regis-
tered community schemes that are compliant. The
baseline already indicates a high level of non-compli-
ance - as a result, the CSOS will commence with moni-
toring of the target which has been set at 65% with the
expectation to improve on this in the upcoming years.
It is anticipated that the monitoring process will
enhance compliance levels.

Enablers of the performance targsts for Outcome 2
(An effectively regulated Community Scheme
Sector):

1) Continue to implement the results of the data
cleansing project that commenced in the 2020/21
financial year. This includes the issuing of new
registration numbers to community schemes

whose registration numbers were duplicated and

progressing to the issuing of non-compliance

notices.

a) Spatially reference (GIS mapping) all locations of
the community schemes database.

2) The data cleansing report will indicate all
community schemes in South Africa and will differ-
entiate between the registered and unregistered
community schemes in specific provinces. The
registered schemes dataset will be migrated to the
CS0S Connect System.

3] Support the implementation of the approved
Marketing Strategy, which aims to increase brand
awareness and visibility, to stimulate interest and
encourage compliance.

4) Implementation of the scheme registrations’
module of the BAS system. This replaces the
current Excel databases and brings about much
needed efficiencies.

5) Establish partnerships and collaborate with stake
holders to identify the ‘universe’ of community
schemes within the country and to determine areas
of synergy regarding enforcement measures.
Furthermore, the identification of schemes not
registered with CSOS will enable the implementa-
tion of the Compliance and Enforcement Strategy.

Enablers of the performance targets for Qutcome 3
(Effective disputes resolution):

1) Implement the dispute resolutions modules of the
BAS system. This replaced the current manual
systems and brought about much needed efficien-
cies.

2) Continue to implement the dispute resolution
hybrid model, which is a combination of physical
and online platforms that align with the needs of
stakeholders.

3) Continuous training and development of
conciliators and adjudicators through the estab-
lished forum, including, but not limited to, the
publication of training material, training of concilia-
tors and adjudicators (implementation) and the
establishment of the best practice mechanism to
improve the quality of adjudication order.
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1.3. Programme 3: Education and

Training

1.3.1. Programme Purpose

The Education and Training Programme is responsible
to ensure that all stakeholders, being property owners,

occupiers and all other identified stakeholders are
receiving CSOS consumer awareness and are trained.

The Education and Training Programme covers the work

of the following business functions:

Stakeholder Training
and Consumer
Education

To provide training and general education on the rights and obligations in community
schemes for conciliators, adjudicators, trustees, owners, occupiers, managing agents,

and any other persons the CSOS deems necessary.

To train and place Executive Managing Agents from previously disadvantaged groups to
improve compliance in community schemes, where requested.

In contributing towards the CSOS desired impact of
“governed, harmonious, empowered and trans-
formed community schemes contributing to spatial
justice, socio-economic transformation and the
creation of liveable neighbourhoods”, the Education
and Training Programme delivers against the following

outcome in the Strategic Plan:

Outcome 5. Empowered stakeholders

The 2023/24 performance plan of Programme 3 is
reflected in the log frame tables below:

1.3.2. Programme 3; Outcomes, Outputs, Output Indicators and Targets

DUTPUT

4, 4.1, 41,1,

Empowered  Training Number of

stakehold-  and training

ors education  and
education
sessions
conducted
for
schemes
executives
and owners

412,
Number of
training
sessions
conducted
for
adjudica-
tors and
conciliators

a ANNUAL PREFORMANCE PLAN

2018/20

23
training
and
education
sessions
conduct-
ed for
schemes
execu-
tives and
owners

50 core
staff
trained

2020/21

18 training
and
education
sessions
conducted
for
schemes
execu-
tives and
owners

10 training
sessions
conducted
for
adjudica-
tors and
concilia-
tors.
Indicator
reframed

2021722 2022/23
73 training 80 training
and and
education  education
sessions sessions
conducted  conducted for
which schemes
consisted executives
ofa and owners
combina-

tion of

contact,

virtual

training,

webinars,

and You

Tube

videos.

14 training 12 training

sessions sessions
conducted  conducted for
for adjudicators,
adjudica- conciliators,
tors and

concilia-

tors

2023/24

85 training
and
education
sessions
conducted for
schemes
executives
and owners

16 training
sessions
conducted for
adjudicators
and
conciliators

2024/25

90 training
and
education
sessions
conducted for
schemes
executives
and owners

20 training
sessions
conducted for
adjudicators
and
conciliators

2025/26

95 training
and
education
sessions
conducted for
schemes
executives
and owners

24 training
sessions
conducted for
adjudicators
and
conciliators,



1.3.2. Programme 3: Outcomes, Outputs, Output Indicators and Targets

OUTCOME DUTPUT OUTPUT

INDICATORS

4.2, 4.2.1.
Stakehold-  Number of
er stakeholder
informa- information
tion sessions
conducted
4.3. 4.3.1.
Marketing  Percentage
and implemen-

educational tation of

campaigns  the
Advocacy
Plan

5, 5.2. 5.2.1.
Transfor- Executive  Number of
mation of managing  previously
community  agents’ disadvan-
schemes develop- taged
advanced ment individuals
trained as
executive
managing
agents

5.2.2.
Percentage
of
community
schemes’
requests
for
Executive
Managing
Agents
awarded to
previously
disadvan-
taged
individuals

AUDITED PERFURMANCE

2018/20

No target

4
marketing
communi-
cation
cam-
paigns
executed

No target

No target

14
stakehold-
er
informa-
tion
sessions
conducted

6
marketing
communi-
cation
cam-
paigns
executed.
Indicator
reframed

Not
achieved.

The Panel
for
Executive
Managing
Agents
was
adver-
tised;
however,
the
response
was poor.

New
indicator

2020/21

2021/22

17
stakehold-
er
informa-
tion
sessions
conducted

100% of
the
activities
of
Marketing
and
Communi-
cations
Plan
implement-
ed.
Indicator
reframed

23
previously
disadvan-
taged
individuals
trained as
executive
managing
agents

0% (2
request
were
received
for
appoint-
ment of
EMA;
however,
the
appoint-
ment
process
was not
finalised by
end March).

2023/24

2022/23

16 stakehold- 18 stakehold-
erinforma- er informa-
tion sessions tion sessions
conducted conducted
100% 100%
implementa- implementa-
tion of the tion of the
Advocacy Advocacy
Plan Plan

25 previously 40 previously

disadvan- disadvan-
taged taged
individuals individuals
trained as trained as
executive executive
managing managing
agents agents
85% of *30% of
community community
schemes’ schemes’
requests for requests for
Executive Executive
Managing Managing
Agents Agents
awarded to awarded to
previously previously
disadvan- disadvan-
taged taged
individuals individuals

MTEF TARGETS

2024/26

20 stakehold-
erinforma-
tion sessions
conducted

100%
implementa-
tion of the
Advocacy
Plan

50 previously
disadvan-
taged
individuals
trained as
executive
managing
agents

95% of
community
schemes’
requests for
Executive
Managing
Agents
awarded to
previously
disadvan-
taged
individuals

2025/26

22 stakehold-
er informa-
tion sessions
conducted

100%
implementa-
tion of the
Advocacy
Plan

60 previously
disadvan-
taged
individuals
trained as
executive
managing
agents

95% of
community
schemes’
requests for
Executive
Managing
Agents
awarded to
previously
disadvan-
taged
individuals

*Currently we have a total of 41 EMA panellists on the database, with another advert released in February to recruit more. *90% of the EMAs placements

to the schemes will be from PDI's to enhance contribution to economic participation, the remaining 10% is for non PDI's.
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1.3.3. Programme 3; Output Indicators: Annual and Quarterly Targets

4.1.1. Number of

training and
education
sessions
conducted for
schemes
executives and
owners

4.1.2. Number of
training
sessions
conducted for
adjudicators
and conciliators

4.2.1. Number of
stakeholder
information
sessions
conducted

£4.3.1. Percent-
age implemen-
tation of

Advocacy Plan

5.2.1. Number of
previously
disadvantaged
individuals
trained as
executive
managing
agents

5.2.2. Percent-
age of
community
schemes’
requests for
Executive
Managing
Agents awarded
to previously
disadvantaged
individuals

85 training and
education
sessions
conducted for
schemes
executives and
owners

16 training
sessions
conducted for
adjudicators and
conciliators

18 stakeholder
information
sessions
conducted

100% implemen-
tation of
Advocacy Plan

40 previously
disadvantaged
individuals
trained as
executive
managing
agents

90% of
community
schemes’
requests for
Executive
Managing
Agents awarded
to previously
disadvantaged
individuals
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Q1Apr-Jun2023

20 training and

education sessions

conducted for
schemes
executives and
owners

4 training sessions
conducted for
adjudicators and
conciliators

4 stakeholder
information

sessions conducted

25% implementa-
tion of the
Advocacy Plan

No target

No target

02 Jul - Sep 2023

25 training and
education sessions
conducted for
schemes executives
and owners

4 training sessions
conducted for
adjudicators and
conciliators

5 stakeholder
information sessions
conducted

50% implementation
of the Advocacy Plan

20 previously
disadvantaged
individuals trained
as executive
managing agents

No target

Q3 Oct - Dec 2023

15 training and

education sessions

conducted for
schemes
executives and
owners

4 training sessions

conducted for
adjudicators and
conciliators

4 stakeholder
information
sessions
conducted

75% implementa-
tion of the
Advocacy Plan

No target

No target

Q4 Jan - Mar 2024

25 training and
education sessions
conducted for
schemes
executives and
owners

L training sessions
conducted for
adjudicators and
conciliators

5 stakeholder
infarmation
sessions conducted

100% implementa-
tion of the
Advocacy Plan

20 previously
disadvantaged
individuals trained
as executive
managing agents

90% of community
schemes’ requests
for Executive
Managing Agents
awarded to
previously
disadvantaged
individuals



1.3.4. Programme 3: Explanation of Planned Perfor-
mance over the Medium-Term Period

In terms of Section 4(2)(b) of the Community Schemes
Ombud Service Act, 2011 (No. 09 of 2011), CSOS is
mandated to provide education, information, docu-
mentation, and such services as may be required to
raise awareness to owners, occupiers, executive
committees, and other persons or entities who have
rights and obligations in community schemes. The
provision of consumer education is also a key priority
area and a critical target in the CS0S Annual Perfor-
mance Plan.

CS0S will collaborate with other stakeholders to
ensure registration of all community schemes. Stake-
holder engagement will be implemented as per the
Stakeholder Engagement Strategy. The Entity will also
ensure the training of previously disadvantaged
individuals, in order to enable opportunities of being
appointed as Executive Managing Agents. This initia-
tive will also contribute to ensure transformation of
the sector. The targets have been gradually increased
to ensure that there is a pool of suitably qualified
candidates to select from.

Based on COVID-18 lessons leamt, a hybrid approach to
education and training is being adopted, comprising a
mix of physical and online (webinar) meetings and
sessions, including stakeholder engagements. The
hybrid approach to training will facilitate the achieve-
ment of the increased targets set for the 2023-24
financial year. Training engagements will be enhanced
by the recent development of finalising registration
with the Sector Education and Training Authority
(SETA).

The provision of training and general education on
rights and obligations in community schemes will
continue to be conducted with conciliators, adjudica-
tors, trustees, owners, occupiers, managing agents
and any other person the CS0S deem necessary. The
training is coordinated nationally and covers all
provinces. The following are some of the topics
covered in the training sessions:

+ Introduction to CS0S

- CS0S Registration and Annual Returns

» The CSOS Panel of Executive Managing Agents
+ CS0S Levy Allocation and Calculation

» Dispute Resolutions

- Adjudication Orders (Best practices)

- Coordination of Annual General Meeting (AGMs)
« Unconstitutional Scheme Governance Rules

A key focus area is the implementation of the Advoca-
cy Plan, which is developed and budgeted for annually
to give effect to the Board approved Marketing and
Communications Strategy.

Enablers of the performance targets for Outcome 4
(Empowered stakeholders):

1) To build on the successes of the stakeholder
engagement programmes that take place at indus-
try executive level and to continue with regional
stakeholder engagements.

2) Fast-track the conclusion of new strategic
partnership MOUs and participate in industry-relat-
ed annual events and conferences.

3) To implement the approved education and
awareness campaigns that seeks to encourage
community schemes to register and comply.

4) To implement the comprehensive marketing
campaign (Advocacy Plan) that has been developed
in support of the approved Marketing Strategy. This
requires an appointment of a production agency for
media content development.

5) Review and coordinate the implementation of the
CS0S Stakeholder Management Plan.

Enablers of the performance targets for Qutcome 5
(Transformation of community schemes advanced):

1) Strengthen the database of Executive Managing
Agents (EMAs) from previously disadvantaged
groups through:

a) Improved marketing of the role of EMAs (to
improve sector understanding);

b) Engagements with the Property Practitioners
Regulatory Authority {PPRA) for the
establishment of an EMA panel; and

¢) The implementation of a code of conduct for
EMAs.

2] In collaboration with the Department follow up on
the approval of the Transformation Fund.
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The government grant that is received by the CS0S
2. PROGRAMME from 2021/22 to 2024 /25 has on the Rand value been
RESOURCE increasing at the average rate of 3% over this period,

and it has nominally showed a decline over the same

CONSIDERATIONS period. However, with the steady increase in the levy

collections, the CSOS is able to maintain a net surplus.

The Revenue Management and Community Schemes

The operationalisation of the CSOS is favourably Registration strategies will continue to be implement-
welcomed by the industry at large and this is evident ed. The successful implementation of these strategies

by the influx of questions, cases, curiosity, and will improve on the registration of community
comments received from the public and industry since schemes, which will positively impact the collection of
the proclamation of the Acts and subsequent publica- levies. The proper accounting of levy income will also
tion of the regulations. This has allowed the CSOS to be addressed in the 2023-24 financial year. Currently
confidently strategize towards future operations and the CSOS does not have enforcement powers for the
core mandate programmes not only on the guaranteed collection of levies, however, it is working on the
government grant but also on CSOS levy collections amendment of its Act to address this shortcoming.

d other additionally planned st fi .
SE SRRSO P SC SAaMS STIGINE The projections for the 2023/24 financial year have

The CS0S is slowly regaining stakeholder confidence been based on the MTEF guidelines. It is expected that

through its credible dispute resolution processes and as more stakeholders become aware of the CSOS, the

increased stakeholder engagements that seek to CS0S levy income will increase and so will the demand

empower community schemes through training and of services offered by the CSOS. The detailed financial

education. budgets are presented in a separate Annexure(excel)
with the associated line-item details in the supporting
tables.

2023 /24 MTEF Budget and Estimates per Programme and Quarterly Breakdown

2021/22 2022/23 | 2023/24 ---- 2024/25 | 2025/26

ESTIMATEBY VYT ] Estimated Estimated  Quarter1 Quarter2  Quarter3  Quarter4  Estimated Estimated
O3 Budget (R) Budget (R]  Budget (R) (R) (R (R) R Budget(R)  Budget (R)

Administration 139,806,852 285,430,755 286,411,489 7,602,875 71,602,875 71,602,875 71,602,875 204,563,366 308,350,999

Regulation 109,424,531 17,631,070 136,223,807 34,055,952 34,055,952 34,055,952 34,065,952 137,363,473 138,561,879

Educational 14,586,942 18,921,851 21,621,660 5,380,415 5,380,415 5,380,415 5,380,415 21,873,553 22,243,583

and Training

TOTAL 263,818,326 431,883,477 444,156,965 111,039,241 111,039,241 111,039,241 111,038,241 453,800,391 467,156,461
DETAILED BUDGET

2021/22 2022/23 2023724 2024725
Revised total

Estimated Estimated  Estimated Quartert Quarter2 Quarter3  Quarter4  Estimated  Estimated
Budget (R) Budget {R)  Budget (R) (R) (R) (R) {R) Budget(R)  Budget(R)

Government 24,022,000 24,817,000 24,912,000 6,228,000 6,228,000 6,228,000 6,228,000 26,031,000 21,197,189

Community 239,398,000 263,513,923 408,698,702 102,174,675 102,174,675 102,174,675 102,174,675 416,160,155 427,179,097
Schems Levy

Income

lntarestd] 9,110,761 9,511,634 10,462,798 2,615,699 2,615,699 2,615,699 2,615,698 11,508,078 12,659,985
Receive

(OtherIncome - 69,554 83,465 20,866 20,866 20,866 20,868 100,158 120,190

Surplus 27,799,575 133,971,365 0 0 0 0 1] 0 0
retention

TOTALINCOME 300,777,326 431,883,476 444,156,965 111,039,241 111,039,241 111,039,241 111,039,241 453,800,391 467,156,461

a ANNUAL PREFORMANCE PLAN



DETAILED BUDGET

2021722 2022723 2023/ 24 2024725
Revised total ] ]

Estimated Estimated  Estimated Quarteri Quarter2  Quarterd  Quarter4  Estimated  Estimated

Budget (R) Budget (R}  Budget (R) (R} (R) (R) {R) Budget (R}  Budget (R)
2::’::::]“ B 2,000,000 2,582,500 2,696,647 674,162 674,162 674,162 674,162 2,816,647 2,942,833
ﬁl‘i‘:i:n:?gs " 750,000 2,250,000 2,349,450 587,363 587,363 587,363 587,363 2,454,001 2,563,940
ﬁgvertising > 900,000 916,000 956,487 239,122 239,122 239,122 239,122 999,051 1,043,808

Advertising > 20,000,000 9,000,000 20,397,800 5,089,450 5,099,450 5,099,450 5,089,450 21,305,502 22,259,989
Marketing

Advertising > 525,000 450,000 469,890 N7.473 17,413 17,473 17,473 480,800 512,788
SCM)

Bank Charges) 143,000 157,300 164,253 41,063 41,083 41,063 41,063 171,662 179,248
Annual Report) 300,000 600,000 626,520 166,630 156,630 156,630 166,630 654,400 683,717

Consultingand 4,771,667 5,166,667 4,350,833 1,087,708 1,087,708 1,087,708 1,087,708 4,544,445 3,038,743
Professional
Fees - CEO

Consultingand - 500,000 5,000,000 1,250,000 1,250,000 1,250,000 1,250,000 5,222,500 0
Professional

Fees - Foe

determination >

Legal)

Consultingand 1,410,000 205,000 214,061 53,515 53,515 53,515 53,515 223,587 233,603
Professional
Fees - FIN

Consultingand 666,000 2,500,000 1,044,200 261,050 261,060 261,060 261,060 1,090,667 1,139,629
Professional

Fees - Fee

determination >

EGCE)

Consultingand - 500,000 0 0 0 0 0 0 0
Professional

Fees - Fee

determination >

CAE)

Consultingand 27,000 100,000 104,420 26,105 26,105 26,105 26,105 109,067 0
Professional

Fees - Fee

determination >

KZN}

Consultingand - 100,000 104,420 26,105 26,106 26,105 26,105 109,067 0
Professional

Fees - Fee

determination »

WC)

Consultingand - 100,000 104,420 26,105 26,105 26,105 26,105 108,067 113,853
Professional

Fees - Fee

determination >

GP & HO)

[Consulting and 1,000,000 1,700,000 1,775,140 443,785 443,785 443,785 443,785 1,854,134 1,937,199
ProfessAianal
Fees -

Consultingand 6,081,453 19,710,400 20,196,059 5,049,015 5,049,015 5,048,015 5,049,015 21,422,005 20,161,968
Professional
Fees - IT

Consultingand 2,175,000 75,000 78,315 19,579 19,579 19,579 19,579 81,800 85,465
Professional

Fees - Fee

determination >

HR)
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DETAILED BUDGET

4230>080
{Consulting and
Professional
Fees -
MARKETING

Consulting and
Professional
Fees - Facilities

Computer
expenses)

Depreciation)
Depraciation -CE
Depreciation -CS

Depreciation -FF
Depreciation -
OM &E
Depreciation -LI
Depreciation -C

Depreciation -MV

Electricity &
Water > HO&GP

Electricity &
Water > KZN

Electricity &
Water > Wc

4380 (Travel &
Accommoda-

Travel &

Accommodation
>CED

Travel &
Accommodation
> Chief Audit
Executive

Travel &
Accommodation
> Finance

Travel &

Accommodation
> EGCE

Travel &
Accommodation
> Corporate
Services)

Travel &
Accommodation
> Adjudicator
General)

Estimated
Budget (R)

833,333

3,883,334

700,000

1,005,724
114,836
165,364
149,484
240,948
150,760

120,000
1,800,000
120,000
192,000

379,170

40,000

201,400

1,450,000

50,000

Estimated
Budget (R)

Estimated
Budget (R)

2,500,000

10,333,334

1,275,000

0
143,321
126,320
170,899
164,431
265,042
165,836

0
1,944,000
129,600
207,360
0

1,133,524

88,000

688,000

1,229,750

350,000

100,000
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Estimated
Budget {R)

a

10,790,067

287,155

0
149,655
131,903
178,453
171,699
276,757
173,166

0
2,029,925
135,328
216,526

0

1,183,626

91,890

718,410

2,284,105

365,470

104,420

Quarter1
(R)

2,697,517

7,788

0
37,414
32,976
44,613
42,925
69,189

43,291

0
507,481
33,832
54,131
0

285,907

22,972

179,602

571,026

91,368

26,105

Quarter 2
(R)

2,697,517

71,789

0

31414
32,976
44,613

42,925

69,189
43,291

0
507,481
33,832
54,131
0

285,907

22,872

179,602

571,026

91,368

26,106

Quarter 3
(R)

2,697,517

7,789

0

37,414

32,976
44,613

42,925

69,189
43,281

0
507,481
33,832
54,131
0

295,907

22,872

179,602

571,026

91,368

26,105

Quarter 4

(R)

2,697,517

71,789

0

37,414
32,976
44,613

42,925

69,189
43,291

0
507,481
33,832
54,131
0

295,807

22,9712

179,602

571,026

91,368

26,105

11,270,225

299,933

0

166,315

137,713

186,394

179,339

289,073
180,872

0

2,120,256

141,350

226,161

0

1,238,297

95,979

381,645

2,385,748

381,733

109,067

Estimated
Budget (R}

11,775,131

313,370

0

163,318
143,945
184,744
187,374
302,023
188,975

0

2,215,244

147,683

236,293

0

1,201,684

100,279

398,638

2,492,629

398,835

113,853



DETAILED BUDGET

2021/22 2022/23 2023/24 2024/25
Revisotal e bl 3

INCOME Estimated Estimated Estimated Quarter1 Quarter2  Quarter3 Quarter 4 Estimated Estimated
Budget (R) Budget (R)  Budget [R) (R) R) (R) (R) Budget(R]  Budget (R)

Travel & . 66,750 500,000 522,100 130,525 130,525 130,525 130,525 545,333 569,764
Accommodation

> CPT

Travel & 75,000 500,000 400,000 100,000 100,000 100,000 100,000 417,800 436,517
Accommodation
> GP

Travel & 41,250 500,000 522,100 130,525 130,525 130,525 130,525 545,333 569,764
Aul:(cz:‘mmodatlon
>

Travel & 50,000 80,000 93,536 20,884 20,884 20,884 20,884 87,253 91,162
Accommodation
> HR unit)

Travel & 89,600 250,000 261,050 65,263 65,263 65,263 65,263 272,667 284,882
Accommodation

> Information

Technology)

Travel & 100,000 300,000 313,260 78,315 78,315 78,315 78,315 327,200 341,859
Accommodation
> Legal)

Travel & 50,000 80,000 83,536 20,884 20,884 20,884 20,884 87,263 91,162
All:llc'?mmodation
»

Travel & 100,000 400,000 417,680 104,420 104,420 104,420 104,420 436,267 455,812
Accommodation
> Facilities)

‘Elq:iplmant / 500,000 1,150,000 1,148,620 287,155 287,155 287,155 287,155 1,199,734 1,253,482
ehicle

Board Travel 70,000 373,850 390,374 97,594 97,594 97,594 97,584 407,146 426,013

Board 2,000,000 4,000,000 4,176,800 1,044,200 1,044,200 1,044,200 1,044,200 4,362,668 4,558,115
Honorarium

:04#:»030 200,000 1,050,000 52,210 13,053 13,053 13,053 13,053 54,533 56,876
Office

Refurbishment

>GP &

Office 100,000 20,000 20,884 5,221 5,221 5,221 5,221 21,813 22,791
Rgfurhishmant
>CPT

Office 50,000 10,000 10,442 2,61 2,61 2,61 2,611 10,907 11,395
R'e(le:‘rbishment
>

Reﬁlglcation Cost 400,000 425,000 443,785 110,946 110,946 110,946 110,948 463,533 484,300
>

Corporate Social 50,000 500,000 1,000,000 250,000 250,000 250,000 250,000 1,044,500 1,091,294
Investment

Offilie Expenses 1,391,667 1,050,000 2,559,854 638,964 639,964 639,964 638,964 2,873,768 2,793,552
> GP)

Office Expenses 475,000 250,000 261,050 65,283 65,263 65,263 65,263 272,667 284,882
>H0)

Office Expenses 130,000 470,000 553,426 138,357 138,357 138,357 138,357 578,063 603,950
> KZN)

Insurance > 500,000 550,000 874,310 143,578 143,578 143,578 143,578 589,867 626,741
Finance)

Board 400,000 400,000 417,680 104,420 104,420 104,420 104,420 436,267 455,812
Indemnity)

Conference / 50,000 800,000 835,360 208,840 208,840 208,840 208,840 872,534 911,623
Workshog -
Staff > CEO)
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DETAILED BUDGET

Conference /
Workshop -
Staff > Chief
Audit Executive)

Conference /
Workshop -
Staff>
Marketing)

Conference /

Workshop -
Staff > Fin)

Conference /
Workshop -
Staff > WC)
Conference /
Workshop -
Staff> |

I;egal Expenses -
Licenses >IT
Marketing)
Marketing >

Publications

Marketing >
Awareness

Marketing >
Other

Postage &
Delivery > HO &
GP

Stationery and
Printing >
Finance) - HO &
GP

Stationery and
Printing >
Finance) - KZN

Stationery and
Printing >
Finance) - WC

Rent > Finance) -
HO & GP

Rent > Finance) -
KZN

Rent > Finance) -
KZN

Ra'rairs & Maint.
>HO &GP

Salaries and
Wages)

Subscriptions
fees

Membership
fees

Estri;natedr
Budget (R)

60,000

400,000

25,000
10,000

6,000,000
18,421,050

800,000

461,000

450,000

1,100,000

900,000

B,417,849
1,838,186
1,178,966
666,667

134,499,278

1,033,480

381,000

Estimated
Budget (R)

66,000

500,000

50,000

1,000,000

300,000

6,000,000
24,086,855
0

1,470,000

1,100,000

485,000

800,000

950,000

250,000

200,000

17,545,771
1,985,241
13,417,071
668,667

161,586,262

484,712

415,500
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Estimated

Budget (R)

68,917

522,100

52,210

1,044,200

313,260

6,265,200

18,146,935

0

1,700,830

1,430,940

1,066,879

835,360

991,990

261,050

208,840

18,321,204

2,072,988

18,304,933

696,134

174,933,820

506,136

438,865

Quarter1
R)

17,229

130,526

13,083

261,050

78,315

1,668,300
4,636,734
0

425,208

357,735

266,720

208,840

247,998

65,263

52,210

4,580,323
518,247
4,576,233
174,033

43,733,455

126,534

109,716

Quarter 2
(R

17,228

130,525

13,063

261,050

18,315

1,666,300
4,636,734
0

425,208

357,735

266,720

208,840

247,998

65,263

52,210

4,680,323
518,247
4,576,233
174,033

43,733,455

126,634

109,716

Quarter 3
(R)

17,229

130,525

13,053

261,050

18,315

1,566,300
4,536,734
0

425,208

357,735

266,720

208,840

247,998

65,263

52,210

4,580,323
518,247
4,576,233
174,033

43,733,455

126,634

108,716

Quarter 4
R

17,228

130,625

13,053

261,050

78,315

1,566,300
4,536,734
0

425,208

357,735

266,720

208,840

247,998

65,263

52,210

4,580,323
518,247
4,676,233
174,033

43,733,455

126,534

108,716

Estimated
Budget {R)

71,984

545,333

54,533

1,090,667

327,200

6,544,001
17,892,221

0

1,776,517

1,494,617

1,114,355

872,534

1,036,134

272,667

218,133

19,136,581
2,165,237
23,770,766
121,112

175,145,616

528,659

458,395

Estimated
Budget [R)

75,209

569,764

109,216

1,138,529

341,859

6,837,173
25,284,989
0

1,856,105

1,561,576

1,164,278

911,623

1,082,552

284,882

227,806

19,993,910

2,262,239

20,835,885

759,686

175,368,328

552,343

478,931



DETAILED BUDGET

2021722 022/23 2023724 2024725 2025/26
Revised total )

INCOME Estimated Estimated Estimated Quarter1 Quarter2  Quarter3 Quarter4  Estimated Estimated

Budget (R) Budget (R}  Budget {R) (R) [R) R) (R) Budget (R) Budget [R)
s_ubsﬂigﬁﬂns > 60,000 62,652 15,663 15,663 15,663 15,863 65,440 68,372
Finance
HOTelephone & 132,000 151,800 158,510 39,627 39,627 39,627 39,627 165,563 172,980
HR Special 220,000 1,000,000 3,544,200 886,050 886,050 886,060 886,050 3,701,917 3,867,763
projects
Projects-EGCE 1,000,000 8,000,000 8,353,600 2,088,400 2,088,400 2,088,400 2,088,400 8,725,335 9,116,230
Projects > - 24,734,640 25,827,911 6,456,978 6,456,978 6,456,978 6,456,978 26,977,263 28,185,834
Finance)
Staff Recruit- 940,000 2,000,000 2,088,400 522,100 522,100 522,100 §22,100 2,181,334 2,279,058
ment
Board Training 500,000 500,000 522,100 130,525 130,525 130,525 130,525 545,333 569,764
and Develop-
ment)
Staff Training 591,565 1,000,000 1,044,200 261,050 261,050 261,050 261,050 1,090,667 1,139,529
and Develop-
ment > Human
Resource
Management]
Staff Bursaries 581,565 1,250,000 1,305,250 326,313 326,313 326,313 326,313 1,363,334 1,424,411
Cell phone > 1,476,000 0 0 0 0 | 0 0 0
Finance
Dutgsourced adj 5,800,000 6,600,000 6,787,300 1,696,825 1,696,825 1,696,825 1,696,825 7,089,335 7,406,937
Outsourced adj- 12,000,000 7,500,000 10,508,524 2,627,131 2,627,131 2,627,131 2,627,131 10,976,153 11,467,885
GP
Outsourced adj- 4,200,000 5,000,000 5,221,000 1,305,250 1,305,250 1,305,250 1,305,250 5,453,335 5,697,644
KZN
Offsite Record 2,500,000 5,215,000 3,044,200 761,050 761,050 761,050 761,050 2,580,667 2,139,529

0 0 0 0

Total Operating 263,818,326 367,566,652 411,620,254 102,905,064 102,905,064 102,905,064 102,905,064 425,322,995 438,216,669
expenses

SURPLUS/LOSS 36,959,000 64,316,825 32,536,7H 8,134,178 8,134,178 8,134,178 8,134,178 28,477,395 28,939,792

CAPITAL 36,959,000 64,316,825 32,538,711 8,134,178 8,134,178 8,134,178 8,134,178 28,477,395 28,939,792

EXPENDITURE

I(.:Iom uter 9,750,000 4,250,000 4,437,850 1,109,463 1,108,463 1,109,463 1,108,463 4,635,334 4,842,997
ardware

:"‘trtqni'nt;sm and 2,405,000 5,000,000 8,265,200 2,066,300 2,066,300 2,066,300 2,066,300 8,633,001 9,019,760
itti

Software 17,760,000 47,993,425 14,583,582 3,645,895 3,645,895 3,645,895 3,645,895 7,087,504 5,691,627

(Intangible

Assets)

Office Machinery 2,410,000 3,176,000 2,750,079 687,520 687,520 687,520 687,520 1,827,958 1,909,850

& Equipment

Motor Vehicles 1,000,000 200,000 1,000,000 250,000 250,000 250,000 250,000 1,262,633 1,319,199

Vetting - 1,000,000 500,000 125,000 125,000 125,000 125,000 1,044,500 2,081,297

biomstrics

Mobile devices 3,634,000 2,697,400 1,000,000 250,000 250,000 250,000 250,000 3,986,465 4,165,062

Purchase of - 0 0 0 0 0

building *

*To be funded from approved rolf over funds per NT approval
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STATEMENT OF FINANCIAL POSITION

AUDITED ACTUALS | AFFORDABLE BUDGET MTEF ESTIMATES
BALANCE SHEET
2021/22 2022/23
RON CURRENT ASSETS 18,123,784 64,976,564
Property Plant and Equipment 8,745,625 16,323,400
Intangible Assets 8,745,184 47,893,425
Other Receivables - Rental deposits 632,865
Current Assets 462,146,412 449,137,080
les from Exchange 523,256 2
Statutory Receit from N hange Ti 97,627,683 101,757,240
Prepaid Expenses 6,182,501 6,455,444
Cash and Cash Equivalents 357,803,062 340,380,006
TOTALASSETS 480,270,196 514,113,644
Non-current Liabilities 0 ]
Payables from Exchange 0 o
Current Liabilities 138,647,893 144,725,528
Provisions 4,557,621 4,750,408
Dperating Lease Liability 2,320,519 2,418,677
Revenue Received in Advance 15,011,449 113,876,433
Payables 16.758,304 17,680,011
TOTAL LIABILITIES 138,647,893 164,725,529
Accumulated Surplus / [Deficit) 341,622,303 389,388,115
TOTAL ACCUMULATED SURPLUS/(DEFICIT) AND LIABILITIES 480,270,196 514,113,644

CASHFLOW STATEMENT
AUDITED AFFORDABLE
CASH FLOW STATEMENT ACTUAL BUDGET
2021/22 2022/23
Cash Flows from Operating Activities R R
Receipts 279,936,873 297,812,112 |
Government Grant 24,022,000 24,817,000
CS0S Levy Income 249,695,828 263,513,923
Interest Income 5,624,212 9,511,634
Other receipts 67,962 68,554
Payments -147,765,277 -366,530,803 [
Compensation of employees /Board -98,745,31 -156,960,112
Goods and Services - Payables -48,996,908 -210,570,691
Other Payments -23,000 0
Net Cash from Operating Activities 132,171,596 -68,618,691
Cash Flows from Investing Activities 12,412,232 51,195,634
Property Plant and Equipment -5,083,563 -15,123,400
Intangible Assets -1,709,439 -47,993,426
Decrease / (Increase) in Long-term Receivables 380,770 114,312,459 |
Cash Flows from Financing Activities 0 -133,971,365 )
Movement in short-term borrowings 0 i
Transfer of prior year surplus 0 -133,971,365
Net Increase / (Decrease) for the year 119,759,364 17,423,057
Cash and Cash Equivalents at beginning of the year 238,043,699 357,803,083
Cash and Cash Equivalents at the End of the Year 357,803,063 340,380,006
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2.1. Explanation of the Resources’
Contribution to Achieving the Out-
puts

The 2023/24 budget and targets are activated with
the budget approved by National Treasury via the ENE
submission. This depicted a R 263 513 923 levy collec-
tion income for the current year with the approval of
this budget, and the CS0S levy is the major source of
income for the organisation to ensure sustainability.
The organisation will strive to collect more than the
projected levy collection and is optimistic that all
collection targets can be reached.

REVENUE

The CSOS will continue to improve its operational
standing after having been fully operational since the
2017 /18 year and strives to furtherincrease the collec-
tions projects year on year. Accordingly, the income
streams, of which the CSOS Levy Income is the largest,
will be collectable in terms of the CS0S Act (section
22).

In the MTEF period, we project a sharp increase in levy
collections as the CS0S has now implemented billing of
schemes and the implementation of schemes registra-
tion on the CS0S Connect platform. The estimates of
revenue thus, include this estimate which is planned
to cover the operating expenses of the entity.

EXPENDITURE BUDGET
Staff Costs

The existing headcount complement is 134 permanent
and 37 interns and 16 temporary staff.
There are critical positions identified which are to be
prioritised and are accounted for in the Staff Costs,
including employees to be recruited for the expansion
of additional points of presence for the CS0S. The
Organisational Design process has also been finalised
and National Treasury has approved retention of
surpluses to start in filling the critical posts

The cost-of-living increases are budgeted in line with
2022 MTEF COE Guidelines on inflation for Costing and
Budgeting for Compensation of Employees, the
increase is attributable to the completion of the
Organisational Design process resulting in vacant
posts that must be filled, the salary adjustments that
must be done as a result of the benchmarking exercise
that had been done, as well as the leave encashment
for long outstanding leave for qualifying staff with
an aim of reducing leave liability debt for the organisa-
tion . There is a provision for performance-related
remuneration also.

Operational Expenses

Operational expenses comprise the core functions of
dispute resolution, community schemes database
management and related activities, as well as the
storage, management, and retrieval of community
schemes’ governance documents. These activities
should naturally consume the second largest expendi-
ture after staff costs.

In the cashflow statement, the cash and cash equiva-
lents increased by R144 million from 2022/23 to
2023/24 due to the envisaged accelerated increase in
revenue and increase in spending and expenditure to
be undertaken in the new financial year

Marketing, Communication and Advocacy Expenses

The marketing and communications functions contin-
ues to be earmarked as an important function of the
CS0S, due to the lack of awareness on what CS0S does.
The PR exercise will entail the public consultation
campaigns for the organisatian. Brand promotion and
management costs for the entity are also included in
this category. Furthermore, the production of the
mandatory annual report and annual performance
plans are part of this cost category.

Stakeholder Training and Consumer Education

The education of stakeholders, including reaching the
affordable and subsidy housing market community
schemes, is a core function of the CSOS and a key
contribution to the current MTEF for the Department.
The CSOS intends to roll out extensive programmes in
this area during the coming planning period. The scope,
the speed of roll out and reach of these programmes
will be limited only by budget availability.

Travelling and Accommodation

All efforts are made to limit the travelling and accom-
modation expenses by using altermative means,
including the use of technologies like teleconferencing
and video-linking during the planning periods. Howev-
er, there is always the unavoidable physical travelling
between the entity's staff in the regions (KwaZulu-Na-
tal and Western Cape] and head office (Johannes-
burg), as well as, between the CS0S Executives and the
Executive Authority programmes like out-of-town
quarterly reviews, Technical MINMECs, portfolio
committees, and other parliamentary presentations.
Furthermore, the current “hub-and-spoke” model
(Provincial offices servicing other adjacent regions)
necessarily entails a fair amount of periodic travelling
and accommodation.
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Board Expenses

Board expenses are budgeted as per the National
Treasury guidelines. This category includes only the
external members, emoluments, and capacitation
programmes for members of the board. This budget
includes expenses related to the advisory council to be
established by the Minister.

Facilities and Infrastructure Costs

This category includes those primary expenses
required to establish and maintain the existing offices.
Included are the rental for offices, the fitting and
furnishing of fumniture (non-asset portions), the
leasing of some assets (like office equipment such as
printers), annual licenses for IT resources, ICT support
services [non-capital) and Disaster Recovery and
Business Continuity. The intention is to make the CS0S
as accessible as possible to the members of the
public, with the initial focus being on the localities of
high concentration of community schemes. CSOS will
also be expanding its national footprint to the regions
and as such the budget on rental offices over the MTEF
period based on a feasibility study has been taken into
account in the expenditure.

a ANNUAL PREFORMANCE PLAN

General and Administration Costs

This expense category includes costs that are neces-
sary to maintain a functional and habitable office,
achieve compliance, and maintain an effective opera-
tion.

Capital Goods

The entity has obtained a service provider to assist
with the development of the core system, referred to
as the Business Automated Solution, which will include
both the core and ERP systems. The records manage-
ment system development is also underway and will
continue in the 2023 /24 financial year. The fleet has
been procured in the 2021 financial year and the costs
to maintain and service the fleet have been catered for
in the current and out years. These capital projects will
aid the entity in the improvement of its processes.

Capital projects will be funded in the main from
approved roll over amounts from National Treasury.
The capital expenditure budget for software
decreased by R33 million from 2022/23 to 2023/24
and is mainly attributable to the progress in implemen-
tation of the BAS project as well as the records
managements systems with the upgrade of the SAGE
ERP System.



3. UPDATED KEY RISKS AND MITIGATION FROM
THE STRATEGIC PLAN

The strategic risks reflected in the 2020-2025 Strategic Plan, are updated as follows:

Outcoma K Risk Mitigation

1) Functional, efficient, » Non-compliance with - Develop a Physical Verification Project Plan.
and integrated policies and applicable » Physical Verification of Schemes.
Government legislation » MOU - Access to external database of Community Schemes
from other SOE's.

- Workshop the list of amendments and submission to Board,

- Implementation of the Compliance and Enforcement
Strategy.

- Perform targeted training for Schemes.

- Identify schemes that are not complying and issue
non-compliance notices.

» Continuous implementation of Quality Control Measures.

- Fraud, corruption, and + Review the DOA
unethical behaviour + Provide report to oversight committee on consequence
management.

+ Update of the Fraud Risk Identification and Assessment.

- Continuous quarterly Monitoring and Reporting on the Fraud
and Corruption Prevention Implementation Plan.

+ Outsource security services

* Biometrics

- Implementation of recommendations as per the Physical Risk
Assessment.

+ Provide CS0S banking details to schemes upon registration.

+ Investigate options of state security clearance for senior
management and SCM staff.

- Finalize ethics survey and provide recommendation for
implementation

- Business interruptions - Develop and implement the approved Business Continuity

Management policy.

« Ensure licenses for DR and Backup solutions are renewed
annually.

- Server Hardware Refresh (procurement and implementation).

* Network monitoring and optimization tools (procurement and
implementation.

- Develop afile plan as part of the implementation of
Enterprise content and document management system.

« finalize implementation of recommendations as per Physical
Risk Assessment.

+ Cyber-attacks - Continue with existing controls.
+ Implementation of Penetration testing recommendations.
+ Implement recommendations from Cyber Risk Assessment
action plan/roadmap.
+ Investigate Cyber Risk Insurance.
+ Attendance of CI0 Forums

ANNUAL PREFORMANCE PLAN @



Kr':llr Hrgh plll; rﬂl::lEl‘ltII’I{‘

+ Non-achievement of CS0S - Conduct mid-term reviews.
mandate + Finalization and implementation of the Organizational Design
(oD).

- Continue with Existing controls.
+ Conduct Independent Culture Survey.
- Change management interventions.

2) An effectively regulated + Non-compliance of « Develop a Physical Verification Project Plan
Community Scheme schemes to the CS0S Act + Physical Verification of Schemes
Sector. + MOU - Access to external database of Community Schemes
from other SOE's

- Workshop the list of amendments and submission to Board

+ Board Chair and Gevernance Committees to engage
Minister /Executive Authority to fast Track main issues
affecting the CSOS legislations

+ Implementation of the Compliance and Enforcement
Strategy.

- Perform targeted training for Schemes

+ Identify schemes that are not complying and issue
nen-compliance notices.

« Continucus implementation of Quality Control Measures.

« Lack of financial viability + Implementation of Compliance and Enforcement Strategy.

- Checking of unallocated deposit through FNB system

- Implementation of CS0S Connect to support core operations.

+ Finalization of the data cleansing project

« Charging of interest for overdue accounts

+ Engage Legal Panel for debt collection

+ Implementation Credit arrangement / Acknowledgment of
Debt.

+ Develop a Physical Verification Project Plan.

- Physical Verification of Schemes.

- Finalize cleaning of database.

+ Review of the levy model once amendments to legislation
are made.

3) Effective disputes * Inadequate management « Continuous training of adjudicators
resolution of dispute resolution - Continuous quality assurance of adjudication orders.
process « Appointment of a service provider to provide training on

Evidence Evaluation.

4) Empowered - Poorimage (internal and - Independent Public perception survey
stakeholders external) - Conduct Independent Culture Survey
+ Change management interventions
- Conduct salary benchmarking
+ Continues training by respective units
* MoA between Business Unit for performance measures.
- Implementation of CS0S Connect for streamlining of core
business processes through workflow.

+ Continue with existing controls.

5) Transformation of « Ineffective transformation + Develop a policy for incentivizing transformation of PDL.
community schemes of PDI
advanced

The detailed CSOS Risk Register is reviewed monthly by EXCO, and quarterly at each meeting of the Audit and Risk Committee.
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4. PUBLIC ENTITIES

e ——— = e e

The Community Schemes Ombud Service does not have
any Public Entities.

5. INFRASTRUCTURE
PROJECTS

. — et . — E— ——

Not applicable to the Community Schemes Ombud
Service at this stage.

6. PUBLIC-PRIVATE
PARTNERSHIPS (PPPS)

Not applicable to the Community Schemes Ombud
Service at this stage.
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TECHNICAL
INDICATOR
DESCRIPTIONS




1. PROGRAMME 1:

ADMINISTRATION

5P Dutcome Indicator Title

External audit outcome

Definition

Source of date

Method of Calculation / Assessment

Means of verification

Assumptions

Disaggregation of Beneficiaries (Where
Applicable)

Spatial Transformation (Where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

+ The CS0S strives to progress achieving an unqualified audit outcome with no
material findings. This will be achieved by implementing the Audit Remedial
Action Plan that has been developed in response to the audit findings of the
Auditor General South Africa (AGSA).

« The Audit Remedial Plan is an output of the AOP and is being implemented
and reported on a quarterly basis to EXCO and Audit and Risk Committee
(ARC) to ensure the CS0S's readiness towards achieving an improved audit
outcome within the MTEF.

* During the MTSF, the Entity will commence with the process to amend the
CS0S Act in order to strengthen the Regulatory Powers to enforce
Community Scheme Registration to enable complete levy collection.

Engagements will also be held with National Treasury and Auditor-General
South Africa in efforts towards the achievements of a clean audit.

Auditor-General Audit Report

Unqualified audit report on the financial statements of the auditor general on
the quality of financial information

Document review - Auditor-General Audit Report

+ Have appropriate policies, procedures, and controls in place.

+ Procurement and deployment of the Core Information System to replace
current Sage system

- Amendment of the CSOS Act to provide for enforcement powers.

* Education and awareness campaigns will encourage schemes to register

N/A
N/A
Non-cumulative

Annual, in Q2

Unqualified Audit Outcome with no material finding for the 2022 /23 Financial
Year

CF0
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Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

ANNUAL PREFORMANCE PLAN

Execution of the approved Anti-Fraud and Anti-Corruption Implementation Plan
Activities in the plan include fraud investigations, facilitating fraud prevention
projects and awareness and assisting in forensic assignments as required.

Anti-fraud and Anti-corruption reports / information sourced from business units

Total number of anti-fraud and Anti-corruption activities implemented
year-to-date divided by Total number of planned anti-fraud and corruption
activities for the year x 100

Total number of anti-fraud and Anti-corruption activities implemented
year-to-date

X100
Total number of planned anti-fraud and Anti-corruption activities for the year

* Approved Anti-Fraud and Anti-Corruption Implementation Plan, reflecting
planned quarterly activities/milestones

« Status/progress report of planned activities per quarter as per the approved
plan

« Unrestricted access to records
+ Availability of personnel
« Cooperation and support from business units

N/A

N/A

Cumulative [Year-to-Date)
Quarterly and annually

100% of the approved Anti-Fraud and Corruption Implementation Plan imple-
mented

Executive: Risk Management



Indicator Titla1.2.1,

fthe approved Risk Management Plan

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions
Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performancs

Indicator Responsibility

Risk Management implementation Plan is aligned to Risk Management Strategy
and unpacks specific risk management activities that will be implemented for
the particular year, per quarter, including responsible persons, resources
required, and target dates.

Exco and Audit and Risk Committee [ARC)-approved annual Risk Management
Plan aligned to the Board-approved Strategic Risk Register, reflecting quarterly
risk mitigation activities and milestones.

Quarterly updated Risk Management Plan submitted to Exco and ARC.

Supporting evidence for mitigation activities undertaken based on data
coliected from CSOS divisions

Total number of risk mitigation activities implemented year-to-date divided by
total number of planned risk mitigation activities for the year x 100

Total number of risk mitigation activities implemented year-to-date

X100
Total number of planned risk mitigation activities for the year

Risk management plan (monitoring tool), Strategic Risk Register, status report
to ARC

Complete, accurate, timeous risk information and cooperation from internal
stakeholders (Risk Champions and Risk Owners)

N/A
N/A

Cumulative (Year-to-Date)
Quarterly

100% implementation of the approved Risk Management Plan

Executive: Risk Management

ANNUAL PREFORMANCE PLAN m



Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

B ANNUAL PREFORMANMNCE PLAN

The indicator will measure the implementation of the Internal Audit Plan to
establish and enforce sound governance processes and internal control
measures designed to achieve a clean audit outcome in terms of both financial
and non-financial performance

Audit Remedial Plan, Business unit reports

Total number of internal audit activities implemented year-to-date divided by
Total number of planned internal audit activities for the year x 100

Total number of internal audit activities implemented year-to-date

X100
Total number of planned internal audit activities for the year

Exco reports on the implementation of the Internal Audit Plan

Successful implementation of the Internal Audit Plan

N/A

N/A

Cumulative (Year-to-Date)
Quarterly and annually
100% implementation of the Internal Audit Plan

Chief Audit Executive



Indicatar Title 1.5.1,

Definition

Source of data

Method of Calculation /
Assessment

Means of verification
Assumptions
Disaggregation of Benefi-

ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

Expanding CSOS transactional services through the establishment of regional
satellite sites

Signed agreement with the landlord and notice of set downs

Verification: Signed agreement with the landlord simple count of the number of
established satellite offices

Signed agreement with the landlord

lementation of the feasibility and the alignment of the identified transac-
tional sites

N/A
Expand the geographical spread of CSOS transactional services in the regions

Non-Cumulative
Quarterly

3 new transactional sites established (Satellite Office] in 2023 /24 financial
year

Executive: Corporate Affairs

ANNUAL PREFORMANCE PLAN a



Indicator Title 2.1.1

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions
Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

a ANNUAL PREFORMANCE PLAN

The CSOS Act pravides that every community scheme must pay the service levy
with effect from the commencement date of the Act. The commencement date
of the Act was January 2017. Currently there are schemes that have not
registered with the CS0S. This indicator will measure the total collected levies
paid by schemes

Sage revolution system, financial statements, bank statements, levy schedule
and proof of payment

Simple count: Amount of levies collected for the quarter.
Annual target is measured as the aggregation of quarterly achievements

Trial balance and receivables ledger; financial statements

Completeness of revenue - CSOS is able to register all community schemes and
they are paying the CS0S levy

N/A

N/A

Cumulative (Year-to-Date)
Quarterly

Higher than targeted performance is desirable;
R 408 698 702 levy collected for the year

Chief Financial Officer



Indicator Title 5.1.1

yrecuremant spend, targeted at businesses owned by women

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

This indicator measures the percentage of the Service’s annual procurement
spend on businesses owned by women. The amount of money spent on goods
and services procured by the CSO0S in the implementation of its mandate from
women is expressed in percentage form relative to its entire procurement spend
for the financial year. The percentage target set for this indicator for the 22/23
FYis 40%.

« Consolidated and validated quarterly procurement records using data from
the supply chain management system, reflecting cumulative [year-to date)
information.

- Commitment Register/Awards Register

- Quarterly Supply Chain Management Report tabled at EXCO.

Percentage: Total procurement spend committed and/ or awarded to business-
es owned by women/total procurement spend of the Service x 100

Sum of the Rand valuse of Purchase Orders (P0) issued on businesses
owned by women

X100

Total Rand value of Purchase Orders (P0) issued on all service providers
(regardless of designated group status) over the same cumulative
(year-to-date) period

Purchase Orders [P0).

Documentation pertaining to the companies that procurement budget is
awarded/committed to e.g., CSD reports indicating women owned status of
the companies and the commitment and awards registers indicating the
women owned status of the company.

Businesses owned by women registered on the National CSD database.
Availability of businesses owned by women for the services and products
procured by CS0S

Target Women: 40%
Not applicable

Cumulative
Quarterly

Achievement of the 2023/24 APP target of 40% of annual CSOS procurement
spend, targeted at businesses owned by women:

CFO

ANNUAL PREFORMANCE PLAN m



Indicator Title 5.1.2

Parcentage of annualp BN d at businesses owned by youth

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

ANNUAL PREFORMANCE PLAN

This indicator measures the percentage of the Service's annual procurement
spend on businesses owned by Youth. The amount of money spent on goods and
services procured by the CSOS in the implementation of its mandate from youth
is expressed in percentage form relative to its entire procurement spend for the
financial year. The percentage target set for this indicator for the 23/24 FY is
16%.

+ Consolidated and validated quarterly procurement records using data from
the supply chain management system, reflecting cumulative [year-to date)
information.

+ Commitment Register/Awards Register

+ Quarterly Supply Chain Management Report tabled at EXCO.

Percentage: Total procurement spend committed and/ or awarded to business-
es owned by Youth/total procurement spend of the Service x 100

Sum of the Rand value of Purchase Orders (P0) issued on businesses
owned by Youth

X100

Total Rand value of Purchase Orders (P0) issued on ali service providers
(regardless of designated group status) over the same cumulative
{year-to-date) period.

Purchase Orders (P0).

Documentation pertaining to the companies that procurement budget is
awarded/committed to e.g., CSD reports indicating Youth owned status of the
companies and the commitment and awards registers indicating the youth
owned status of the company.

Businesses owned by youth registered on the National CSD database.
Availability of businesses owned by youth for the services and products
procured by CS0S

Target Youth: 16%

Not applicable

Cumulative
Quarterly

Achievement of the 2023 /24 APP target of 16% of annual CSOS procurement
spend, targeted at businesses owned by Youth.

CFO



Indicator Title §.1.3

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

This indicator measures the percentage of the Service’s annual procurement
spend on businesses owned by People with disability. The amount of money
spent on goods and services procured by the CS0S in the implementation of its
mandate from Persons with disabilities is expressed in percentage form relative
to its entire procurement spend for the financial year. The percentage target set
for this indicator for the 23/24 FY is 5%.

+ Consolidated and validated quarterly procurement records using data from
the supply chain management system, reflecting cumulative (year-to date}
information.

+ Commitment Register/Awards Register

- Quarterly Supply Chain Management Report tabled at EXCO.

Percentage: Total procurement spend committed and/or awarded to business-
es owned by Persons with disabilities / total procurement spend of the Service
x100

Sum of the Rand value of Purchase Orders (P0) issued on businesses
owned by Persens with disabilities

X100
Total Rand value of Purchase Orders (P0) issued on all service providers

(regardless of designated group status) over the same cumulative
(year-to-date) period

Purchase Orders (PD).

Documentation pertaining to the companies that procurement budget is
awarded/committed to e.g., CSD reports indicating by Persons with disabilities
owned status of the companies and the commitment and awards registers
indicating the Persons with disabilities owned status of the company.

Businesses owned by Persons with disability registered on the National CSD
database.

Availability of businesses owned by Persons with disability for the services
and products procured by CS0S

Target People with disability: 5%
Not applicable

Cumulative
Quarterly

Achievement of the 2023 /24 APP target of 5% of annual CSO0S procurement
spend, targeted at businesses owned by Persons with disability

CF0

ANNUAL PREFORMANCE PLAN m



IndicatorTitle 5.1.%

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

m ANNUAL PREFORMANCE PLAN

This indicator measures the percentage of the Service's annual procurement
spend on businesses owned by Military Veterans. The amount of money spent
on goods and services procured by the CSOS in the implementation of its
mandate from military veterans is expressed in percentage form relative to its
entire procurement spend for the financial year. The percentage target set for
this indicator for the 23/24 FY is 5%.

« Consolidated and validated quarterly procurement records using data from
the supply chain management system, reflecting cumulative (year-to date)
information.

+ Commitment Register /Awards Register

+ Quarterly Supply Chain Management Report tabled at EXCO.

Percentage: Total procurement spend committed and/ or awarded to business-
es owned by military veterans/total procurement spend of the Service x 100

Sum of the Rand value of Purchase Orders (P0] issued on businesses owned by
military veterans

X100
Total Rand value of Purchase Drders (PO) issued on all service providers
(regardless of designated group status) over the same cumulative
(year-to-date) period

Purchase Orders (PO0).

Documentation pertaining to the companies that procurement budget is
awarded/committed to e.g., CSD reports indicating military veterans owned
status of the companies and the commitment and awards registers indicating
the military veterans owned status of the company.

Businesses owned by military veterans registered on the National CSD
database.

Availability of businesses owned by military veterans for the services and
products procured by CS0S

Target military veterans: 5%

Not applicable

Cumulative
Quarterly

Achievement of the 2023 /24 APP target of 5% of annual HDA procurement
spend, targeted at businesses owned by military veterans.

CFO



2. PROGRAMME

2: REGULATION

Indicator Title 2.2.1.

of Z..'""Ir'_"_:‘f-'{f-’E-'j community schemes registe

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

The CSOS is mandated to keep records of all community schemes documenta-
tion by a process of registration within South Africa. The registration process
entails the capturing of the particulars of the community scheme on the CS0S
registration database, and the issuing of a unique registration number for each
scheme.

The community schemes that are registered are:

+ Sectional titles schemes

+ Homeowners’ associations

+ Share block companies.

+ Housing co-operatives

- Housing schemes for retired persons

The indicator measures the efficiency of the CSOS in ensuring that all unregis-
tered schemes are registered. The target for this financial year is to ensure that
25% community schemes that are unregistered are registered. The data cleans-
ing report indicated that a total of 40 000 Community schemes are not
registered with CSOS.

Registration report from CS0S connect and Data Cleansing database indicating
a total of unregistered schemes.

Number of community schemes registered year-to-date divided by the total
number of community schemes unregistered (as per the data cleansing
database) year-to-date X 100 [quantitative)

Number of registered community schemes year-to-date

X100
Total number of community schemes unregistered (as per the data cleansing
database)

« CS0S Registration Database

+ Schemes utilising CSOS connect to register.
+ Education and awareness campaigns will encourage schemes to register.
+ Positive response from all available community schemes in the country

N/A
N/A

Non-Cumulative
Quarterly
25% registration of unregistered community schemes

Adjudicator General

ANMNUAL PREFORMANCE PLAN m



Indicator Title 2.2.2

egistered community schemes compliant

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Respansibility

E ANNUAL PREFORMANCE PLAN

Community schemes (body corporates) must submit their governance
documentation to the CSOS for quality assurance. The process of quality
assurance requires the CSOS to scrutinise the governance documentation of
the schemes to ensure compliance to the Constitution of the RSA, CS0S Act,
STSMA and other legislation, as set out on all prescribed legisiations (acts,
regulations, and practice directives).

Section 58 (under Chapter 6, General) of the CS0S Act requires that
community schemes file annual returns.

This indicator will measure the number of registered community schemes
that are complying to the Act by submitting the required compliance
documents (governance documents and annual returns).

+ Schemes governance documentation and annual return submitted by the
community schemes and conveyancer.

Schemes governance documentation and annual returns database and
certificates issued.

Number of registered community schemes on the database that have submit-
ted both governance documents and annual returns, expressed in percentage

Number of registered community schemes on the database that have submit-
ted both governance documents and annual returns

X100
Total number of community schemes that are registered with CS0S

+ Report on scheme compliant

« Procurement and deployment of Information System to replace Excel
database; and
« Education and awareness campaigns will encourage schemes to register.

N/A

N/A

Cumulative
Quarterly

Higher than targeted performance is desired:
B5% of the registered community schemes to be compliant in terms of
submission of governance documents and annual returns

Adjudicater General



Indicator Title 2.3.1

Percentage of scheme

rnance documentation quality as

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

In terms of Section 4 of the CSOS Act, the CS0S must quality assure schemes
governance documentation for sectional titles and other schemes as prescribed
by the Minister.

The process of quality assurance requires the CSOS to scrutinise the governance
documentation of the schemes to ensure compliance to the Constitution of the
RSA, CS0S Act, STSM Act and other legislation as set out on all prescribed legisla-
tions (Acts, Regulations and Practice Directives).

Schemes governance documentation means any rules, regulations, articles,
constitution, terms, conditions, and other provisions that control the adminis-
tration or occupation of private areas and common areas in the community
schemes (Section 1 of the CSOS Act). The process of quality assuring scheme
governance documents will be coordinated in 30 days.

Schemes governance documentation submitted by the community schemes to
the CSOS

Total number of schemes governance documentation that has been quality
assured year-to-date divided by the total number of schemes governance
documentation received year-to-date X 100 (quantitative)

Total number of schemes governance documentation that has been
quality assured year-to-date

X100
Total number of schemes governance documentation received

year-to-date

Scheme Governance Database for quality assured schemes governance
documents and submitted community scheme governance documentation.

Procurement and deployment of Information System to replace Excel
database, education and awareness campaigns will encourage schemes to
register, resources available to quality assure documents, and community
schemes submit their documents to be quality assured

N/A
N/A

Non-Cumulative
Quarterly

95% quality assured schemes governance documentation within 30 days.

Adjudicator General

ANNUAL PREFORMANCE PLAN



Indicator Title 2.3.2

cartificates issued on all ame

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

a ANNUAL PREFORMANCE PLAN

Community schemes (body corporates] must submit their govemance
documentation to the CSDS for quality assurance.

The process of quality assurance requires the CS0S to scrutinise the governance
documentation of the schemes to ensure compliance to the Constitution of the
RSA, CSOS Act, STSMA and other legislation as set out on all prescribed legisla-
tions (Acts, Regulation and Practice Directives).

Schemes governance documentation means any rules, regulations, articles,
constitution, terms, conditions, and other provisions that control the adminis-
tration or occupation of private areas and common areas in the community
schemes. (Section 1 of the CSOS Act).

Following the process of quality assurance, community schemes are afforded
the opportunity to comply with CS0S recommendations and the rectified gover-
nance documentation is resubmitted to the CSOS for verification,
Once the verification process is complete and the governance documentation is
compliant, a certificate is issued to the community scheme approving the
schemes governance documentation.

Schemes governance documentation submitted by the community schemes
and conveyancer and schemes governance documentation database, amended
scheme documents and certificates issued.

Number of certificates issued year-to-date divided by the total number of
schemes governance documentation approved year-to-date X 100 (quantita-
tive)

Number of certificates issued year-to-date

X100
Total number of schemes governance documentation approved
year-to-date

+ Schemes Governance Documentation Database and certificates issued

+ Procurement and deployment of Information System to replace Excel
database
- Education and awareness campaigns will encourage schemes to register

N/A

N/A

Non-Cumulative
Quarterly

100% of compliance certificates issued on all amended scheme documents.

Adjudicator General



Indicator Title 3.1.1

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

The CS0S receives applications for a dispute. A dispute is defined under section
1 of the CSOS Act in regard to the administration of a community scheme
between persons who have a material interest in that scheme, of which one of
the parties is the association, occupier, or owner, acting individually or jointly.

The process of assessment entails checking whether the dispute falls within
the ambit of section 39 of the CSOS Act (Jurisdiction).

Should the dispute fall within Section 39 of the CSOS Act, the dispute is accept-

ed and should it not it will be rejected. The process of assessing disputes will be
coordinated in 30 days.

Completed Community Schemes Alternative Dispute Resolution (CSADR) form
submitted by the applicants

Number of applications for dispute assessed divided by the number of
applications for disputes received X 100 [quantitative).

No. of application for disputes assessed

X100
No. of application for disputes received

- Dispute Resolution Database

Submitted dispute forms are reviewed and captured
N/A
N/A

Non-Cumulative
Quarterly

90% of disputes assessed within 30 days.

Adjudicator General
Provincial Ombud GP
Provincial Ombud KZN
Provincial Ombud WC

ANNUAL PREFORMANCE PLAN @



Indicator Title 3.1.2

Percentage of disputes conciliated within 45 days

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benoefi-
ciaries (where applicable)

Spatial Transformation
[where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

m ANNUAL PREFORMANCE PLAN

As mandated by the CS0S Act [Section 47), the CS0S must provide an alternate
dispute resolution service for community schemes. The primary means of
resolution of disputes are via a conciliation process or alternatively an adjudica-
tion process.

Conciliated entails referred matters that were concluded as follows, in an agree-
ment between the parties, withdrawal, rejection and settled by parties at the
conciliation stage and referral to adjudication.

The conciliation process will be coordinated within 45 days as stipulated on the
dispute resolution process flow.

CSADR file is submitted to the conciliator for the conciliation process to
commence, attendance registers and/ or recorded virtual session for concilia-
tion and database.

- Number of disputes conciliated year-to-date divided by the number of
disputes referred to conciliation year-to-date X 100 [quantitative)

Number of disputes conciliated year-to-date
X100
Number of disputes referred to conciliation year-to-date

- The conciliation process be coordinated within the timeframes stipulated on
the dispute resolution process flow

» Dispute Resolution Database.
- Settlement agreement, conciliation report, withdrawal letter, referral to
adjudication, rejection letter and correspondence settled by parties.

+ Procurement and deployment of BAS to replace Excel database.
- Appointment of additional personnel to process the dispute and availability
of hearing rooms to conduct sessions

N/A

N/A

Non-Cumulative
Quarterly

90% of disputes conciliated within 45 days.

Adjudicator General
Provincial Ombud GP
Provincial Ombud KZN
Provincial Ombud WC



Indicator Title 3.1.3

adjudicated within 90 daysa

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

As mandated by the CS0S Act (Section 48), the CS0S must provide an alternate
dispute resolution service for community schemes.

The primary means of resolution of disputes are via a conciliation process or
alternatively adjudication process.

Adjudication process entails issuing of an order by an adjudicator. It also
includes matters that have been withdrawn, rejected, or resolved by means of
issuing an adjudication order.

The process is multi-faceted and entails hearings, investigations, witnesses,
inspections, postponements of hearings and accordingly, there is always a roll
over to the next month, to the next quarter.

The process will be coordinated within 80 days as timeframes stipulated on the
dispute resolution process flow.

CSADR file is submitted to the adjudicator for the adjudication process to
commence, attendance registers and/or recorded virtual session for adjudica-
tion, CSADR file

+ Number of disputes adjudicated year-to-date divided by the number of
disputes referred to adjudication year-to-date X 100 [quantitative)

Number of disputes adjudicated year-to-date

X100
Number of disputes referred to adjudication year-to-date

+ The adjudication process be coordinated within 90 days as per timeframes
stipulated on the dispute resolution process flow

+ Dispute Resolution Database
+ Date of issuing an adjudication order to the parties
+ Includes matters that have been withdrawn, resolved, or rejected

» Procurement and deployment of BAS to replace Excel database,
» Appointment of additional personnel to process the dispute and availability
of hearing rooms to conduct sessions

N/A
N/A

Non-Cumulative
Quarterly

90% of disputes adjudicated within 90 days.

Provincial Ombud GP
Provincial Ombud KZN
Provincial Ombud WC

ANNUAL PREFORMANCE PLAN



Indicator Title 3.1.4

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle
Desired Performance

Indicator Responsibility

@ AMNNUAL PREFORMANCE PLAN

As mandated by the CS0S Act [Section 48), the CS0S must provide an alternate
dispute resolution service for community schemes.

The primary means of resolution of disputes are via a conciliation process or
alternatively adjudication process.

Adjudication process entails issuing of an order by an adjudicator. It also
includes matters that have been withdrawn, rejected, or resolved by means of
issuing an adjudication order.

The process of quality assuring adjudication orders entails the submission of
Adjudication orders to the Quality Assurance business Unit to check if the order
is of good quality and complies to the prescripts and then issue out Quality
Assurance Certificates.

The quality assurance year- process be coordinated within 7 days

CSADR file is submitted to the adjudicator for the adjudication process to
commence, attendance registers and/or recorded virtual session for adjudica-
tion, CSADR file, Adjudication orders

» Number of Adjudication orders quality assured year-to-date divided by the
number of Adjudication orders submitted for quality assurance year-to-date
X 100 (quantitative)

No. of Adjudication orders quality assured year-to-date

X100
No. of Adjudication orders submitted for quality assurance
year-to-date

+ The quality assurance year- process be coordinated within 7 days

+ Adatabase of adjudication orders quality assured within 7 days
- Quality assurance certificates issued on each order

» Procurement and deployment of CSOS connect to replace Excel database
- Appointment of additional personnel to process the dispute

N/A

N/A

Non-Cumulative
Quarterly

95% of Adjudication orders quality assured within 7 days.

Adjudicator General



3. PROGRAMME

Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Respensibility

The CS0S is required to train stakeholders as part of ensuring optimal communal
living. These stakeholders include schemes executives, owners, and accupiers.

Training plan, training invite, reports, and attendance registers and / or
recorded virtual sessions.

Simple count: The number of training and education sessions conducted for
schemes executives and occupiers per quarter.

Quarterly unit report with training statistics. Attendance register (face-to-face
training sessions /and for virtual sessions).

Schemes executives and occupiers available for training

N/A
N/A

Non-Cumulative

Quarterly

86 training and education sessions conducted for schemes executives and
owners.

Adjudicator General
Regional Ombuds

ANNUAL PREFORMANCE PLAN a



Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

a ANNUAL PREFORMANCE PLAN

The CS08 is required to train internal conciliators and adjudicators on published
practice directives, interpretation of the legislation, CSOS Act section 39 -
Dispute, Peer review.

Training plan, training invite, reports, and attendance registers and/or
recorded virtual session.

Simple count: The number of training sessions conducted for adjudicators and
conciliators per quarter.

Quarterly unit report with training statistics. Attendance register [face-to-face
training sessions/ and for virtual sessions).

Adjudicators and conciliators available for training.

N/A

N/A

Non-Cumulative
Quarterly

16 training sessions conducted for adjudicators and conciliators.

Adjudicator General
Regional Ombuds



Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

The CS0S is required to educate the public about the opportunity of living in
community schemes, the rights and responsibilities of shared communal living
and the functions and role that the CSOS plays in harmonising that Human
Settlements Sector

Invites, reports, and attendance registers and/or recorded virtual session

Simple count: The number of stakeholder information sessions conducted per
quarter

Quarterly Unit Report highlighting stakeholder information sessions. Atten-
dance register (face-to-face / recorded stakeholder information sessions)

The stakeholders will be available and buy-in to the training

N/A
N/A

Non-Cumulative
Quarterly

18 Stakeholder information sessions conducted.

Executive Corporate Affairs

ANNUAL PREFORMANCE PLAN a



Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries (where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

a ANNUAL PREFORMANCE PLAN

Percentage implementation of the quarterly planned milestones of the Advoca-
cy Plan, cumulated to year-end. Milestones refer to planned activities and
marketing campaigns to support the approved Marketing and Communications
Strategy.

The focus is towards the tenants, body corporates and owners, as well as to
build the brand awareness and visibility of the CSOS.

+ Advocacy Plan, reflecting the quarterly planned milestones/activities/
campaigns

» Actual milestones (activities and campaigns) completed

+ Approved EXCO Report

Actual number of milestones completed year-to-date divided by the planned
number of milestones year-to-date as reflected in the Advocacy Plan X 100.

No. of milestones completed year-to-date

X100
Planned number of milestones year-to-date as reflected in the

Advocacy Plan

Advocacy Plan
Communication and marketing monitoring report

None

N/A

N/A

Cumulative
Quarterly

100% implementation of the Advocacy Plan

Executive Corporate Affairs



Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-
ciaries {where applicable)

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

The number of previously disadvantaged individuals trained as Executive
Managing Agents on the CSOS Act and STSMA, governance documents and
dispute management

Training requests, training manual, attendance registers and reports, training
invites

Simple count: The number of previously disadvantaged individuals trained as
Executive Managing Agents in the quarter

Quarterly Unit report with training statistics. Attendance register (face-to-face
training sessions/ and for virtual sessions)

Previously disadvantaged individuals managing agents’ database available and
their need to be trained

N/A
N/A

Non-Cumulative
Quarterly

Higher than targeted performance is desirable;
40 previously disadvantaged individuals trained as Executive Managing Agents

Adjudicator General
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Definition

Source of data

Method of Calculation /
Assessment

Means of verification

Assumptions

Disaggregation of Benefi-

ciaries (where applicable}

Spatial Transformation
(where applicable)

Calculation Type
Reporting Cycle

Desired Performance

Indicator Responsibility

a ANKNUAL PREFORMANCE PLAN

The indicator measures the percentage of appointments that are to previously
disadvantaged individuals in response to requests received from community
schemes for the placement of suitable Executive Managing Agents (EMAs).
Suitable refers to individuals that are trained and developed in the role of EMA.

- Requests received form community schemes for suitable individuals
appointed as Executive Managing Agents

+ The database of Executive Managing Agents and those that have been
placed

Number of Executive Managing Agent placements awarded to previously
disadvantaged individuals divided by the total number of requests for suitable
individuals received from schemes for the financial year X 100

No of Executive Managing Agent placements awarded to
previously disadvantaged individuals

X100
Total number of requests for suitable individuals received from
schemes for the financial year

Quarterly unit report with statistics on the EMA appaintments, supported by
appointment letters

Previously Disadvantaged Individuals Managing Agents’ Database available and
their need to be trained and appointed

Previously disadvantaged individuals Executive Managing Agents

N/A

Non-Cumulative
Quarterly

Higher than targeted performance is desirable;
90% of community schemes’ requests for Executive Managing Agents awarded
to previously disadvantaged individuals.

Adjudicator General
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ANNEXURE A: AMENDMENTS TO THE STRATEGIC

PLAN

There are two revisions to the 2020-2025 Strategic

Plan.

1) The first concerns an addition to the values of the

organisation. “People-centred” has been added as
a value to the current four current values.
People-centred - We value attitudes such as: not
judging others, having empathy, respect, trying to
understand the experiences of others from their
point of view, and fully honouring the uniqueness
and diversity of the individuals we meet in a
genuine and heartfelt way.

2)

The second addition is the inclusion of an outcome
indicator to Outcome 5: Transformation of
community schemes advanced i.e.; Percentage of
budget spent on designated groups. The five-year
target is 70%.

NB: This information has been updated in the table
below:

INSTITUTIONAL PERFORMANCE INFORMATION

Governed, harmonious, empowered and transformed community schemes contributing to spatial
justice, socio-economic transformation, and the creation of liveable neighbourhoods.

MEASURING OUR OUTCOMES

Aligned to the strategic focus areas of the CS0S mandate, five (5) Outcomes have been developed to direct the effort and
focus of the Entity towards achieving its intended impact over the period to 2025, as follows:

Table 8:

Outcome Indicator

CS0S Qutcomes, Outcome Indicators and Five-Year Targets

Baseline [March 2019]

Outcome 1:
Functional, efficient, and
integrated Government

Outcome 2;
Effectively regulated
Community Scheme Sector

Outcome 3:
Effective disputes resolution

1.1. External audit outcome

2.1. Percentage increase in
registered community
schemes over the five-year
period

2.2. Percentage of registered
community schemes
compliant

2.3. Percentage of registered
schemes paying levies

3.1. Percentage of disputes
resolved within 80 days

ANNUAL PREFORMANCE PLAN

Adverse audit opinion

26800

New

New

New

Unqualified audit opinion with no
material findings

68%

80%

75%

85%



Qutcome

Outcome &4;
Empowered stakeholders

Outcome 5:

Transformation of communi-

ty schemes advanced

4.1, Stakeholder perception.  New
rating

5.1. Percentage of executive ~ New
managing agents placed in
community schemes that are

from the previously disadvan-

taged groups

5.2. Percentage of budget New
spent on designated groups.

56%

20%

70%

The TID for the new outcome indicator is reflected below:

Definition

Source of data

Method of Calculation /
Assessment

Assumptions

Disaggregation of Benefi-
ciaries {where applicable)

Spatial Transformation (where applicable)

Desired Performance

Indicator Responsibility

This indicator measures the percentage of the Service’s annual procurement
spend on businesses owned by designated groups i.e., women, youth, persons
with disabilities and military veterans. The amount of money spent on goods
and services procured by the CS0S in the implementation of its mandate from
designated groups is expressed in percentage form relative to its entire procure-
ment spend for the financial year. The percentage target set for this indicator
forthe 23/24-24 /25 FY is 70%.

+ Consolidated and validated quarterly procurement records using data from
the supply chain management system, reflecting cumulative (year-to date)
information.

» Commitment Register/Awards Register

centage: Total procurement spend committed and /or awarded to business-
es owned hy designated groups/total procurement spend of the Service x 100

Sum of the Rand value of Purchase Orders (PO) issued on businesses
owned by designated groups

X100
Total Rand value of Purchase Orders (PO issued on all service providers
(regardless of designated group status) over the same cumulative
(year-to-date) period

Businesses owned by designated groups registered on the National CSD
database.

Availability of businesses owned by designated groups for the services and
products procured by CSOS

Target designated groups: women, youth, persons with disabilities; and
military veterans

Not applicable

Atarget of 70% of CSOS procurement spend, targeted at businesses owned by
designated groups.

CF0
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ANNEXURE B: CONDITIONAL GRANTS

Not applicable to the Community Schemes Ombud Service.

ANNEXURE C: CONSOLIDATED INDICATORS

[ ——— =D = = e — . e

Not applicable to the Community Schemes Ombud Service.

ANNEXURE D: DISTRICT DEVELOPMENT MODEL

CS0S has been working on opening satellite offices with full functions in the Regions.

ANNEXURE E: LOCATION IN CORPORATE PLANS
OF CSOS MTSF-CONTRIBUTING TARGETS

= : = — — -

The CSOS will report on a quarterly, annual and mid-term basis on the following MTSF-aligned targets.

Implement a barrower, Stakeholder perception rating 85 training and education 4 editions of Shared Living e-newslet-
homeownership (Zenzeleni, sessions conducted for ters published annually.

help me buy a home) and schemes executives and

tenant education programme owners.

16 stakeholder informa-
tion sessions conducted.

Monitor and report on the Quarterly reports will

number of persons exposed indicate number of

to education programmes on persons exposed to

owning and renting a home education programmes.

Establish a presence in For the MTSF B new transac-  Regional offices will be 4 reports compiled on the operations

transactional support sites tional sites will be estab- established based on the and maintenance of existing and newly
lished (satellite office) results of feasibility established satellite offices

studies as well as the as
per the establishment of
the identified transac-
tional sites that will be
conducted by the
Department of Human
Settlements.

3 transactional sites will
be established (satellite
office)

m ANNUAL PREFORMANCE PLAN



Report the total number of

Percentage increase in

25% of unregistration 75% of registered community schemes

community schemes registered community schemes registered paying levies
registered and number of schemes over the five-year
schemes paying levies as per  (from 25 800 to 70 000)
legislation period from 2020 to 2025
Number of consumer 85% of disputes resolved 90% of disputes N/A
disputes submitted to CS0S  within 80 days conciliated within 45
and resolved within 90 days days.
90% of disputes
adjudicated within 90
days

Progress on the achievements of the MTSF

TRIBUTION

Consumer protec-
tion programmes
implemented

levies as per legislation.

Report the total number Number of schemes
of community schemes registered by CS0S: 70
registered and number 000(adjusted this

of schemes paying year)

- Percentage of

registered schemes
paying levies: 75%.

3555(100%)
community schemes
that submitted
scheme registration
documents were
registered.

76% of registered
schemes are paying
levies (32173
community Schemes
registered and 24 309
community schemes
are paying levies).
8159 community
schemes are not
paying levies.

ANNUAL PREFORMANCE PLAN

Total Scheme Universe

is 70 000, over 30 000

registered and 40 000

not registered - various

initiatives to have all

schemes on our

database:

» Finalisation of data
cleansing

- Implementation of
scheme verification
and validation project

Various initiatives to

ensure all schemes pay

levies:

+ Eradicate unallocated
levies

* Implementation of a
Billing system
Charging of Interest
to overdue accounts
by Schemes

+ Automation of levy
paying process
through CSO0S
Connect

+ Implement levy study



MTSF INDICATOR

MTSF CONTRIBUTION

BY ENTITY

CORRECTIVE MEASURE

Consumer protec-
tion programmes
implemented

Number of persons
in the target
market exposed to
education
programmes on
various aspects of
owning and renting
ahome

Transactional

support programme

implemented

Report the total number
of community schemes
registered and number
of schemes paying
levies as per legislation.

Number of consumer
disputes submitted to
CS0S and resolved
within 90 days.

+ Implement a borrower,
homeownership
(Zenzeleni, help me
buy a home) and
tenant education
programme.

+ Monitor and report on
the number of
persons exposed to
education
programmes on
owning and renting a
home.

Establish a presence in
transactional support
sites

@ ANNUAL PREFORMANCE PLAN

Rand value of levies
collected: R
427,179,097. (Adjust-
ed this year)

Percentage of
disputes resolved
within 90 days: 85%

*CS0S will target the
provision of training,
education, and
information to
community scheme
stakeholders, as
follows:

+ Number of training
and education
sessions conducted
for schemes
executives and
owners: 300

+ Conduct stakeholder
information
sessions: 60

- 100%
implementation of
Advocacy Plan
annually.

Establish a presence
in transactional
support sites.
Menitor and report on
transactional support
programmes.

R691,158,234 CSOS
levy collected

65.8% (12 262
referred and 8069
resolved) of disputes
were resolved with 90
days.

*An additional 8519
disputes were
resolved outside the
90-days period.

114 training and
education sessions
conducted for schemes
executives and owners.

31 Stakeholder informa-

tion sessions conduct-
ed.

4 editions of Shared
Living e-newsletters
published annually (12)

100% implementation of

Advacacy Plan annually.

Appointed and trained
41PDI EMA's and
coordinate placement in
schemes as per
applications received

3 Regional Offices and 2
Satellite Offices (Bloem
and Ggeberha) opera-
tional and providing
Dispute resolution
services.

Introduction of
invoicing schemes will
increase collection,
with projection of
additional R352 727 885
CS0S levy collected by
2023 to 2024

+ Increased capacity
(0D, Utilisation of
Part-time
Adjudicators)

- Discontinuation of
disputes fees,
improved turnaround
times.

« Redistribution of
work across the 3
Regions.

There is already an
overachievement of
conciliation and
adjudication as of (1&2
of 2022/23

Continue stakeholder
engagements and
training annually -
ensure reach of the
correct target audience,
extended training to
Cooperatives in
conjunction with SHRA.
Coordinate a perception
survey and identify
interventions to
address perception
shortcomings.

5 satellite offices will
be established with
Polokwane and George
finalised in the current
financial year.



ANNEXURE F: MATERIALITY FRAMEWORK

— == =
The CS0S Materiality Framework is presented below.
( J Comumunity Schemes
‘Ombud Sarvice
MEMORANDUM
TO: BOARD
FRDM: CHIEF OMBUD
DATE: 21 JUNE 2017
SUBJECT: CORRECTIONS ON MATERIALITY AND SIGNIFICANCE
FRAMEWORK
1. BACKGROUND
The above framework was recommended to the Board by the Finance Commitiee
on the 15 June 2017.
2. DISCUSSION
The following comections were proposed by the Committee members:
2.1 lInserling a table of contents
2.2 Paragraph 3.5.7 to read "use of 0,5% gross revenue to determine materiality”
2.3 Remove “Adoption of" 1o read “Maleriality and Significance Approach” in
paragraph 3.
3. FINANCIAL IMPLICATIONS
None
4. LEGAL IMPLICATIONS
None
§. ACTION REQUIRED

5.1 The following corrections have been effected in the framework:
a) Table of contents inserted on page 3

ﬁﬂ
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b} Paragraph 3.5.7 on page 7 corrected by inserting * gross revenue” {o read
*use 0.5% of gross revenue to determine materiality”

t) The clause "Adoption of' has been deleted on paragraph 3 to read
“Materiality and Significance Approach”

COMPILED ,"'
// /

(/e /
[ asnanaeed A 21 [¢/ 2 7
CHIEF FINANCIAL OFFICER DATE

MR. T.D. MABUYA

RECQMMENDAT!ONS APPROVED/NOT AFPPROVED

*&\%QAL Qa’/b'/ ) /

ACTING CHIEF OMBUDSMAN DATE '
ADV. 8. LETELE

(kN | ANNUAL PREFORMANCE PLAN
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MATERIALITY AND SIGNIFICANCE FRAMEWORK

Revision history

This section records the change history of this document

Revislon¥# | Datw submitted | Author (s) Summary of Approved
toEXCO Changas
1.0 20'Janvary 2017 | T D Mabuya First Draft 28 june 2017
Approvals

The undersigned have approved the release of Version 1 of C505" Materiality Framewark

Name Besignation Sigeaiine Date ]
[AdvS.letele | Chief Ombud
| Adv N. Memani Chalrperson of FINCOM o
| Rev Dr V.C. Mehana Chairperson of BOARD ]
Primary Contacts

Name | Dasignation Phone Emall

Mr T.D. Mabuya Chiat Financial Officer | +27 (0} 76 920 1955 | Themba.mabuya@csos.arg.za

Mrs M. Phohole SCM Manger | +27 (0) 82044 4525 | Matilda.phohole@csos.org.za
MrN,Dube | Finance Manager +27{0}82 5801476 | Nathi.dube@®csos.org.za
'MrM. Jadezweni | ICT Manager +27 {0) 73 147 8556
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Definition and description of Acronyms

ACRONYMS DESCRIPTION
“Accounting Authority” Goard
“AFS" - i Annual Financial Statements B
csos” Cammunity Schemes Ombud Services estalilished in terms
SE of the €505 Act, o , o _
“C508S Act” Communily Schemes Ombud Servicks, 2011 (Act No.9 of
2011) - - ]
“DoA” Delegation of Authority E—
“Materiality and Significant”™ information is material and significant if its omission,
misstatement, or non-disclosure could, individually or
eollectively, infieence the dadisions or assessments of users
made on the basis of the financia) statements.
“PEMAY Public Finance Management Act, 1999 {Act 1 of 1999) as
amended by At 25 of 1999 also known as the “Act™,
*aMs” | Quality Management System
"SAAS® South African Auditing Standards “i
B | Treasury Reguiations - .
“Usars® Refers to Executive and Accounting Aothority, External
Auditor, Matlonal Treasury or Department of Human
—_ | Settlements B
[VessiowNo Wi | ProcNwaen — _20t15]
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} ~60S .

i BACKGROUND

1.1  SAAS 32008 defines materiality as follows: "information Is materia) if its omission or
misstatement could influence the economic decisions of users taken based on the financial
statements. Matesiality depends on the size of the item or error judged In the particular
cireumstonces of its omission or misstatement. Materiality thus provides a threshold — or
cut-off paint, rathar than being a primary qualilative characteristic which Information must
have If it 1s 1o be usehul.

1.2 The framework sets put the approach to be adopted by C50S materiality and significance of
infarmation.

13 interms of Treasury Regulations 28.3.1 which reads: *for purposes of material {sections 5§5(2)
of the Act) and significant [section 54(2) of the Act}, the accounting authority must develop
and agres an a framework of acceptable tevels of materiality andd significance with the
retevant executive authority,”

14 The document gives guldance to “best practice” for executive functions and provides clarity
on the relevant legislation and regulations applicable to materiality and significance of
information on decisions about the 2ilocation and stewardship of resources, and the

performance of the entity, made based an the finangial statements,

2, LEGAL FRAMEWORK

| LEGISLATION | APPLICABLE SECTIONS) -

Community Schemes Ombud Service Act, | Section22
2011, {Act. No. 9 of 2011)

‘ Public Finance Management Act, 1999 (Act 1 | Sections 50(1), 54{2), S5(1)id), 55(2} and

‘of 1588) a5 amended by Act 29 of 1993, | 6671}

| Sauth African Auditing Standards SAAS 32003 _
| Treasury Reguiations | m2831and 2835 ]
[Vessoxto (V1 [ PaceNuueer [ . 40115 |
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3. MATERIALITY AND SIGNIFICANCE APPROACH

31 Materiality and Significance Framéwork
Introduction

&)

b)

o]

d)

e}

f)

The Materlality and Significance Framework is a component of the €505 financial and
fisk processes.

Determining what is material and what (s not Is primarily a matter professions!
judgement,

Materiality is the threshold above which missing or incorreet information in financial
statements is considered 1o have an impact on the decision making of users, it
therefore relates to the significance of ransactions, balances and ervors contained in
the financlal statements.

tateriality definas the threshold er cut-off point after which finandal information
becomes refevant to the decislion-making needs of the users,

The process by which CSOS8's financial statements are audited by external auditors
canbe described as a risk-based, systematic approach in whith the nature, exteat and
timing of the audit progedures and sudht evidence required, are determined by
assessing and evaluating the risk that the financial statement assertions are
materiality misstated,

informatian contained in the financiat statements must therefore be complete in alt
material respects in arder for them to present a true and falr view of the financial

affairs of the CS05,

3.2 Objective

The Materiality and Significance framework is Issuad to assist and guide mansgement in

determining the size and nature of items, which would significantly impact on decisions made

by the users of its financial statements,

| versiouNo | ¥

|

: | PrceNowmen | . Sol 15 |
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33 Purpose and Stope

3.3.1 The purpose of the framework is to:

a) Pravide information to enhance user's assessment of proper stewardship i.e,
accourttability for the use of public funds and the safekeeping of the entity’s
resources.

b) Continuously determine the level of quantitative and qualitative risks that the CS0S
is prepared to tolerate.

3.3.2 The C505 is established in accordance with the provisions of the Community Schemes Ombud

Services Act 9 of 2011

3.3.3 {508, as a Schedule 3A public entity in terms of the PFMA, is currently funded by the

Government. The regulation of financiat management thereof is to ensure that all revenues,

expenditures, assets and lahilities are managed efficiently and effectively by complying with

the Public Firance Management Act {Act No. 1 of 1999 as amended).

3.3.4 Treasury Regulation 28.3.1 of the Public Financial Management Act 1993, {the Act} defines
Materiality and Significance framework as follows:
“For purposes of material {section 55(2) of the PFMA) and significant {section 54{2} of PFMA),
the accounting autharity must develop and agree a framework of acceptable levels of
materiality and significance with the relevant executive autherity in consultation with the

external auditors”.

34 Policy Statement

Materiafity refers to levels of tolerance by CSOS regarding the omission or inclusion of
quantitative and non-quantitative information. The framework of materiality provides a
mechanism of enhancing the internal controls by providing a continuously changing and
controllable guide to organisational functions in making oppropriate judgement of the

tolerable error.

[VersionnNg | WA | Page Numeer ' ' Bafi5 |
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3.5 Materiality and Significance

3.5.1 Thereare many instances where legislation refers to material amounts or material differences
and the same terminology is found in the format of the financial statements and in this guide.

3.5.2 Information is material and significant if its omission or misstatement could influence the
economic decisions of users taken based on financial statements.

353 Materiality dependson the size of the item or errar judged in the circumstances of its omission
of misstatement. Materiality thus provides a threshold or cut-off point rather than heing 2
primary qualitative characteristic which information must have, if it is to be useful.

3.54 The materiality as determined by the auditors will differ from that determined by CSOS,

3.5.5 There is no single rule to describe what material is and what is not material in all instances is.
All cases of theft, fraud or corruption must be regarded as being material regardless of the
amount involved.

3.5.6 Materlality can be based on several financial indicators. Detailed below is an indicative table
of financial indicators of the type that is widely used and accepted in the accounting

profession as 2 basis for calculating materiality:

Basis Aceeptable percentsge range
Gross Revenus 0.5%

Net Surplas {Jacome} 20% - 5%

Equity 2% - 5%

Total Assels 0.5% . 2%

357  CSOS will use 0.5% of gross revenue to determine materiality. In determining the materiality
valup as 0.5%, the following factors have been considered:

a} Nature of C505’s business — C50S has become fully operational after the approval of
the Regulations and the proclamation of the Acts in 2016/17 period. CS05 has not
begun to coliect levy income from the community schemes. Throughaut the financial
years 2013/14 to date, CSOS has been funded by the Department of Human

Settlements in the form of a grant aliocation. it is expected that CSOS will be able to

[VersionNe W1 | Pasztumser | 70f15 |
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partly fund itself from 2017/18 anwards through the revenue to be derived from the
collection of levies in terms of Section 22 of the CSOS Act. The levy income will be
used for aperational requirements and cost recovery,

b) Statutory requirements laid down on CSOS - C506 is a statutory entity established In
terms of the Community Schemes Ombud Services, 2011 (Act No.9 of 2011) and is a
Schedule 3A entity in terms of the PFMA. Its legislative mandate is to provide a dispute
resolution service and promote good governance of and withln community schemes.
By virtue of being closely governed by varicus acts and the public accountability and
responsibility to stakeholders, preference to a Iower level of materiality i.e. closer to
the lower level of the acceptable percentage range has been decided.

c) The control and inherent risks associated with CSOS - In assessing the conteol risk of
the €505, and concluding that a materiality level higher than 0.25% can he used due
to gaod control environment being present. Cognisance was given to amongst others:
i) Proper and appropriate governance structures have been established;

ii) An audit and risk committee and internal audit unit that closely monitor the
control environment of CS0S have been established; and

it} An approved three-year internal audit plan based an annual risk assessments
being performed, is annually reviewed and agreed by the audit committee.

ER Quantitative materiality

3.61 The C505 is governed by an approved DoA which deals with different levels of authorisation
and approvals for functional and executive management.

3.6.2 On an annual basis, the financial statements are subject to statutory audit. The external
auditers set materiality levels in the planning phase of the external annval audit. The basis
of materiality, set by the external auditors, is presently based on total revenue.

3.6.3 (505 materiality levels have been determined on the materiality definition. The levels of
material loss in each category of the financial statement areas for the CS0S are defined as

follows:

[VersioNNo [V | Pace Numeer ' “Bof 15

m ANNUAL PREFORMANCE PLAN



Confideritial Policy Document
Materiality and Significance Framework

l Classification Matetiality Level Consideration
Administration (R54 835m} 0.5% ; R274 495
~ Grants {R30m) 0.5% B R150000
Project (0} | T Ds% ' RO
Assets (R20 234m) 0.5% [ ran170

3.6.4

.7
371

372

The materiality levels are reviewed annually te determine the quantitative level to be applied
to variances on managemeant aceounts in conjunction with the authorised Delegation of

Authority limits.

Qualitative Materiality

Materiality is not merely related to the size of the entity and the elements of its financial

statements. Misstatements that are large either individually or in aggregate may affect a

“reasonable” user’s judgement on the financial statements,

Misstatements may also be material on qualitative grounds. The qualitative grounds ifclude,

amongst others:

a) Mew venturés that CS0S has.enteréad into.

b) Unusual transactions entered into that are not disclosable purely due to the nature
and knowledge thereof affecting the decision making of the user of financial
statements::

<) Transactions entered into that could result into reputational risk to £30S.

dj Any fraudulent or dishonest behaviour of an officar of CS0S.

e} An infringement of CSO5's agreed QMS petformance levels.

f Procedures/processas required by lagisiation or regulatian (e-g- PFMA, TR, CSOS Act,

efc.).

VERSIONNG | Vi ) [ PAGENuMpER | gof15
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Section 50 (1) of the PFMA ~ Fiduciary Duty of the Accounting Authority -

Reguirements

Framewark

The accounting al}moriw for 2 public entity
must =

{a) exercise the duty of outmost care to ensure
reasonable pratection of assets and records
of the public entity;

The €505 has implemented the following

controls:

I} Asset Management Policy and Register.

if} Retention of all records fora period of 5 years,

iii} Delegatian of Authority Matrix,

iv) Financial policies and procedures.

v] Procurement Policy and procedures,

vi) Human capital policies and procedures.

viijEstablishment of internal audit unit and Audit
Committee.

(b} act with fidelity, honesty, integrity, and in
the best interests of the public entity in
managing the financial affairs of the public
entity;

The CS0S has implemented the following

controls:

1) Code of Conduct.

ii} Disciplinary Code and Procedures.

iii} Recruitment  procedures to
recruitment of appropriate officials.

iv) Confidentiality and Non-Disclosure
Agreement with key personnel,

v] Human capital palicies and procedures,

vi) The Board has established the following 4
committees to ensure effective corporate
governance:
¥ Remuneration and Human Resources

Committee {REMCO).

Audit, Risk and Ethics {ARECOM).

Finance Committee {FINCOMM).

Legislation, Regulations, and Adjudication

Committee {ALR).

ensure

Y ¥y

{c} on request, disciase to the executive
authority responsible far that public entity or
the legistature to which the public entity is
accountable, all material facts, including those
reasonable discoverable, which in any way may
influence the decisicns or actions of the
executive authorlty or that legistature; and

The C50% considers “material” to be all matters I
which are within the public interest. Such
material matters which will be reported include:;
i) Material change inthe nature of the business;
i) Material change in the strategic direction of
C505; |
ili) Changes that materially affect the mandate of
the C505 in terms of the CSOS Act; and
iv) All litigation matters as prescribed in the C505
Act.

{d) seek, within the sphere of influence of that

The C30§ compliés_ with alf legislative

accounting authority, 10 preveant any prejudice | requiraments: -
to the financial interests of the state. 1} PFMA
[ VersionNe | ¥4 PacFNuMBER | 1aof15 |

W ANNUAL PREFORMANCE PLAN




B

mr Wiy

5 ‘ Confidential

i) TR

Policy Document I

Materiality and s:a nificance Framework

iii} €505 Art
| iv} Approved Doa

432 Sectlons 55 (1){d) and (2){b) of the PFMA: Annual Report and Financial Statements: The
gccounting authority for # public entity —

55{1){d}

Sectian
55{2)

[ Section | must submit within five months of the end of

& fimancial year 16 the relevant Lreasury,

o the executive authority résponsible for
that puhlic entity and, if the audiior-general
did not perform the sudit of the financial
statements, 1o the Audilor-General—

{1y an annual report an the activities of
that public entity during that
financlal year;

(i} the financial statements for that
financial year after the statements
have been audited; and

{iii} the report of the auditors on those
staterignts.

The annual report and financial statements
refereed to In subsaction (1) {d) must—

{a] fairly peesent the stare of affairs of the
pubilic entity, its business, its financial
results, its performance against
predeternined objectives and its financlal
positian as at the end of the financial year
concernad;

The annia) report submitied by CSOS within

five months after the &nd of the financiat year
1o the executive suthority includes:

) CS08 activities

i} Audited financial statements, and

iif) Repart of the auditors

The CS05 has implemented the following

controfs:

1} Speciflc Targets are set each yaar by the
€508,

i} The Board reports quarterly and annually
on all materis! issuas and easures full
disclosures an:

Elnancia! Information

% Management accounts

¥ Wariance reports (Actusf, budget, prior
year)

+ Anpual financial statements

Performance information

¥ Collection of {fevies

# Access {o scheme governance

documentation

> adjudication and conciliations
Performance monitoring system
Performance incentive system
» internal audh, ik ang finance
functions and reporting
# Governance committees evalyate

R ’\'«

athievement.of the targets and grovide |
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4.3

Section |
54 (2)

" —

o) include partculars of
i} any materst losses through eriminal
conduct  and  any  rregular
eapenditere  and  fruitless  and
wasteful expenditure that occurred
during the financia! year;

ity amy criminal or disciplinary steps
taken as a cansequente of such
losses or irregular or fruitless and
wasteful expenditune;

fii}any lusses recovered or written off;

iviany financizl assistance received
from the state and commitments
migde by the state on its behalf;

v} any other matters that may he
prescribed: and

vi] indude the finzacial statements of
- 3nysuhsidiaﬁes;

assurance that all significant sisks are
sdequately addressed

¥ Risk compliance function ensures risks
are identified, monitored and managed

All losses relating to irregular and fruitless
and wastelul expenditure are regarded as
mateetal due te the application of the nature
of these losses {qualitetive aspects). C30S
considers any act of theft by any employes as
a dismissible pffence.

The £SOS has taken the position that any
eriminal act s to be pursued via the courts.

&} losses to be writien off shall be subject to
-approval in terms of the DoA and altamounts
writien off must be approvad by the Board.
The £S05 will andeavour to recover any loss
sustained by the entity.

The CSOS currently receivas financial
assistance Trom the siate but the state does
not make commitments on behalf of CS05.

There are no ather matters preseribed.
Disclasure of all matters offecting the €505 is
done in terms of GRAP,

CE0S does not have any subsidiaries,

(1) Before a public entity concludes any of

the following transactions, the accounting
autharity for the public entity must promptly

and in writing infarm the relevant treasury of

the transaction mod submit  rolevant
particulars of the transaction to its executive

| sutherity for approval of the transaction for:

Section 54(2} of the PFMA: information to be submitted by accounting authorities

Specific lovel of significance defined per
subsection:

[ VingonNo
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(c)
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(e
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establishment or participation in the
establishment of a company;
participation in a significant partnership,
trust, unincorporated joint venture or
similar arrangement;

acquisition or disposal of a significant
shareholding in a company;

acquisition or disposal of a significant
assat;

commencement or cessation of a
significant business activity; and

a significant change In the nature or
extent of its interest in a significant
partnership, trust, unincorporated joint
venture or similar arrangement.

Any transaction to establish a t(;rf_!pa ny,

Where participation exceeds 20% of
voting rights.

Any transaction to acquire or dispose of
shareholding in 3 company.

The cost of the asset acquired or disposed
exceeds 15% of the total cost of assets.
Any transaction where the income from or
the Investment In the business activity
exceeds the amount determined in

section 3.6 and section 3.7, supra.

Where the change in the interest results
in a change in the accounting treatment of
the arrangement.

5. GOVERNANCE AND COMPLIANCE FRAMEWORK
5.1 Section 55 {2) of the PFMIA — Notificatlon in terms of the act
a) In terms of section 55 {2) — nntification in terms of the act, the board of the CSOS is
required to notify the executive authority and treasury should it, in its capacity, as
the Accounting Authority, not be able to confirm that:
i) Processes to prevent and detect all fruitless and wasteful expenditure as
contemplated in the Act are in place;
ii) Any fruitless and wasteful or irregular expenditures have been undertaken;
and
fiii) The disclosures required in the annual report in terms of fruitless and
wasteful or irregular expenditures have been made.
b) The Council on an annua! basis canfirms that the entity’s systems of internal control
are designed to prevent fruitless and wasteful or irregular expenditure,
c) Through the accountability framework of line management and through the Risk and
Audit Committee processes:
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5.2 Section 54 (3) of the PFMA ~ Information to be submitted by Accounting Authority

The CS0S may assume-that approval has been given If it recelves no response from the
executive authority on a submission in terms of section 54(2) within 30 days or within a

longer period as may be agrecd to between itself and the executive authority.

53  Section 66 (1) of the PEMA - Restrictions on borrowing, guarantees ang other Commitments

In terms of section 66{1} and institution to which the Public Finance Management Act applies
may not barrow money o issue & guarantee, indemnity, or enter into any transaction that
binds of may bind that institution of the Revenue Fyund to any future financial commitment,

unless such borrowing, guarantee, indemnity, security or ather transactioh:

Requirements Framework -
a) Isauthorised by the Act; and CSDS does acl have any external horrowings
b} Inthe case of a public entity, is also CSDS Act makes provision CS05 10-borrow
authorised by other legislation not in morniey subject to approval by the executive
confiict with this Acr, -aythiority in'terms of section 22 of the CSOS Act |
| read with the PFMA. -

6. REVIEW AND CONTINUAL SMPROVEMENT

This framework will be reassessed and adjusted as and when required or should legistation
require C505 1o do so, to ensure that it 1s in line with any changes, new requirements or

circumstances affecting scope and objectives.
7. EFFECTIVE DATE

This framework becomes effective on the date of approval by the Board.

Ends
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Community Schemes
Ombud Service

Contact Us

HEAD OFFICE:

BERKLEY OFFICE PARK, 8 BAUHINIA ST, HIGHVELD TECHNO PARK, CENTURION,0169
T.(+27 10} 593 0533 | F. (+27 10) 590 6154

Community Schemes Ombud Servi

SZée human settlements
e

f‘?“ﬁ Department:
‘.33 Human Settlements
w REPUBLIC OF SOUTH AFRICA




